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Abstract 
For the last decade, one question has haunted me: what helps people to cope 
with large-scale organisational change in their workplace? This study explores the 
construct of personal change resilience, and its potential for identifying solutions to 
the problems of change fatigue and change resistance. The thesis has emerged from 
the fields of change management, leadership, training, mentoring, evaluation, 
management and trust within the context of higher education in Australia at the 
beginning of the twenty-first century. In this thesis I present a theoretical model of 
the factors to consider in increasing peoples’ personal change resilience as they 
navigate large-scale organisational change at work, thereby closing a gap in the 
literature on the construct of change resilience. The model presented is based on both 
the literature in the realms of business and education, and on the findings of the 
research. 
 
In this thesis, an autoethnographic case study of two Australian university 
projects is presented as one narrative, resulting in a methodological step forward in 
the use of multiple research participants’ stories in the development of a single 
narrative. The findings describe the experiences of workers in higher education and 
emphasise the importance of considerate management in the achievement of positive 
experiences of organisational change. 
 
This research makes a significant contribution to new knowledge in three 
ways. First, it closes a gap in the literature in the realm of change management 
around personal change resilience as a solution to the problem of change fatigue by 
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presenting models of both change failure and personal change resilience. Second, it 
is methodologically innovative in the use of personae to tell the stories of multiple 
participants in one coherent tale presented as a work of ethnographic fiction seen 
through an autoethnographic lens. By doing so, it develops a methodology for giving 
a voice to those to whom change is done in the workplace. Third, it provides a 
perspective on organisational change management from the view of the actual 
workers affected by change, thereby adding to the literature that currently exists, 
which is based on the views of those with responsibility for leading or managing 
change rather than those it affects. 
 
This thesis is intended as a practical starting point for conversations by actual 
change managers in higher education, and it is written in such a way as to help them 
see how theory can be applied in real life, and how empowering and enabling the 
actual working staff members, and engaging with them in a considerate way before, 
during and even after the change process, can help to make them resilient enough to 
cope with the change, rather than leaving them burned out or disengaged and no 
longer a well-functioning member of the institution. This thesis shows how 
considerately managed large-scale organisational change can result in positive 
outcomes for both the organisation and the individuals who work in it. 
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Glossary 
Change fatigue The feeling by those involved that the organisational changes are 
never-ending, that they make no appreciable differences or 
improvements for the organisation, and that it is therefore not 
worth participating. 
 
 
Change 
resilience 
The ability to return to the mental, emotional and/or physical 
condition that existed before the change occurred. 
 
 
Change 
resistance 
 
Any deliberate choice, usually signalled through action or a lack of 
action, which is intended to counter the forces for a given change. 
 
 
Identity How people see themselves / their organisation. (Hatch & Schultz, 1997) 
 
Image How others see a person / organisation. (Hatch & Schultz, 1997) 
 
Personal 
change 
resilience 
The combination of a person’s innate and learned or externally 
supported ability to return to the mental, emotional, and/or physical 
condition that existed before the change occurred. 
 
 
Resilience The ability to quickly return to a previous (good) condition. 
 
 
Trust Personal faith in the favourable outcome of another’s actions to 
come. 
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Chapter 1:  Introduction to the Research 
"It is change, continuing change, inevitable change, that is the dominant factor in society today. No 
sensible decision can be made any longer without taking into account not only the world as it is, but 
the world as it will be." 
Isaac Asimov (1981, p. 19) 
 
This study describes a ten-year journey seeking a better way to understand and 
undertake large-scale change management, to investigate, theorise and describe ways 
to improve peoples’ personal change resilience – their ability to cope with large-
scale organisational change at work – so that they are not left burned out at the end of 
a change project. This study echoes my journey from business to education; from 
journalist to trainer to change manager; and from student to employee in the higher 
education sector, in itself a large-scale personal change and the basis for my 
reflection as an expert in the field of organisational change in higher education in 
Australia. 
 
There is general agreement in the literature across both education and business, 
and in my conversations with colleagues, that change is happening constantly these 
days, as evidenced by Kirschner’s (2012, p. 3) comment that “higher education must 
navigate an unprecedented series of threats, challenges, and opportunities”. There is 
also agreement across all of these sources that the higher education sector often sees 
this more than most, positioned as it is between the requirements from various 
governments, a common need to become more business-like in operation, and a 
constituency of highly qualified, engaged and enthusiastic staff (Coaldrake & 
Stedman, 2013; Rooney, Rhodes, & Boud, 2010). All of these tensions between 
voluntary, involuntary, internal and externally-imposed change result in an industry 
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that puts its staff through more and more frequent changes each decade, often 
resulting in cynicism, opposition, and even burnout. This thesis develops the 
theoretical underpinnings for a better way to do the organisational change that is 
required in the higher education sector, based on both the theoretical literature and 
the real experiences of actual workers in higher education in Australia.  This is 
necessary because the practical literature in the field of organisational change is 
focussed on the organisation and based on the managerial perspective, not the actual 
workers who enact and enable the change in their everyday work. 
 
This chapter introduces the research study into the human cost of large-scale 
organisational change, and the construct known as personal change resilience. The 
study is located in the theoretical areas of organisational change management and 
training, within the context of a large higher education institution in metropolitan 
Australia. This first chapter presents the scope of the research, including the research 
questions that were investigated, and gives some background as to why the research 
was necessary for both theory and practice. The chapter then outlines the benefits of 
the research and concludes with a summary of the context, purpose and significance 
of the research in preparation for the literature review which follows. 
 
Before we enter into the thesis proper, I offer some brief foundational counsel 
for the reader. This thesis is written in a much more informal, even chatty, style than 
most doctoral theses. This has been an active authorial choice, to use ‘I’ rather than 
‘the author’ or ‘the researcher’ where it would usually occur. I have done this 
because the thesis is, ultimately, about developing a theoretical model based upon the 
stories and experiences of ordinary people rather than those seen as leaders, so I 
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wanted to keep it grounded and located in the practical realm of the ordinary people 
whose lives might be made easier by it, rather than positioning it as an academic 
work destined only for academic use. As Tierney (2001b, p. 364) notes about 
postmodernist research, “areas and people that have previously been ignored become 
sites for analysis.” There has been a lot written about leaders, academics, and 
teachers and less on the support staff in higher education, in the same way that there 
has been a lot written about how to “do” organisational change to people but less 
about what it is like having it “done” to you. By using a more informal style, and 
presenting the data in the form that I do, I hope to provide a thesis that is perhaps 
more readable and therefore more likely to be applied by those ordinary people and 
their managers. While I discuss this choice more in Chapter Three, it seemed 
appropriate to mention it here, before you delve too deeply into the thesis where the 
serious academic work is reported.  
 
I would also like to explain my own position within academia at this point – I 
am neither an organisational theorist nor a psychologist. I come to this research as a 
bricoleur (Hammersley, 1999; Winter, McAuliffe, Hargreaves, & Chadwick, 2008), a 
jack-of-many-trades, and perhaps most importantly a practitioner of organisational 
change looking for a better theoretical framework to guide my own practice. 
 
1.1   Background 
I had been working as a change manager and organisational trainer in the 
higher education sector in Australia for a few years when an academic representative 
on a project steering committee asked a simple question which completely changed 
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my view of the world: What are you doing about change fatigue? At that point, I 
simply had no idea. Change fatigue, which I define as the feeling by those involved 
that the organisational changes are never-ending, that they make no appreciable 
differences or improvements to the organisation, and that it is therefore not worth 
participating, had never been discussed by anyone involved in any of the projects I 
was working with, so it was not a problem I had even considered. At that stage, I was 
more worried about the team imploding from internal conflict and dissipating 
without having achieved anything for the rather large investment that the institution 
had made. I took the question seriously, though, and it forced me to take a step back 
from what I was doing and actually change my view of the work. 
 
Until that point, the project managers and I had only focussed on change 
management as a process – a series of activities to be undertaken and checked off to 
ensure that we were covering everything we needed to. One of the projects I was 
involved in was following a formal approach to change management – Lewin’s 
(1952) change model, which involved attempting to map the current University 
process before ‘unfreezing’ the current culture, making the project’s change, and 
then ‘refreezing’ the new culture with the change in place.  Another project applied 
an informal change methodology of exploration, development and implementation, 
even though one of the staff members was familiar with Lewin’s other change 
theory, that of force field analysis, where the forces for and against a project are 
mapped, and those which are stronger will succeed. A third project had leaped 
straight into consultation with critical stakeholders, with no formal change process at 
all. As I only had practical experience with Lewin’s theories on change management, 
which were developed in the 1950s, when change was seen more as a process for 
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improving work, there was no consideration in either of them of  the people side of 
change and in particular of change fatigue. My first step, therefore, was to go to the 
current literature and see what it said about change fatigue. 
 
As will be discussed in detail in Chapter Two, the result of that investigation 
was that the literature agreed that change fatigue was a problem best addressed by 
increasing people’s change resilience, or their ability to cope with change.  
 
At that stage, even though I was working in higher education, my mind was 
firmly in the realm of business. And the business literature stopped there. It did not 
then go on to offer strategies for how to increase people’s change resilience – it 
simply presented increased change resilience as the answer to the collateral damage 
caused by change management. This has recently been exemplified by Shirley’s 
(2012, p. 1) statement that, “if you are resilient, you can cope effectively with life’s 
challenges … you will have a kit of coping strategies that allows you to deal with 
setbacks without coming to a grinding halt” – the assumption is that resilience is the 
end-point. So, at that practitioner’s point in the process, I documented my initial 
investigation into change fatigue so that the institution would have some evidence of 
the current theoretical position in the literature, including that change resilience was 
offered as the solution to change fatigue. I also explained to the original academic 
questioner that I had found no practical solution to the issue of change fatigue in the 
business literature, and no evidence of change fatigue within the project team, but 
that I would continue looking for a solution for future use, in case it did become an 
issue, a satisfying end-point for everyone. 
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A few years later, by the time the projects I was working on finished, I was 
feeling burned out, damaged and demotivated – classic symptoms of change fatigue 
according to the literature, such as Sandler’s (2008, p. 163) description of people 
who have gone “through the shock of change and [who are] traumatized for a 
substantial period of time”, and exemplified by Rhodes and Garrick’s (2003, p. 462) 
question “Even if its explicit goals are met, might the project affect people in adverse 
ways?” So my interest in finding a solution to change fatigue grew into a personal 
need as well as an intellectual challenge, and it stayed with me until the opportunity 
arose to design this research project to investigate it further. 
 
I therefore began this research with the intention of closing the gap in the 
literature on the construct of change resilience and how it can be used as a solution to 
the problem of change fatigue, as is discussed in more detail in Chapter Two. In 
order to do that, I sought to understand the process behind the development of 
change fatigue and its theoretical underpinnings so that I could use that negative 
position to develop a theoretical explanation of the factors that might help peoples’ 
change resilience. And, as there was no current theory on change resilience in the 
business literature, it would have to be developed throughout this research, and based 
upon the experiences of those who showed signs of change resilience – those who 
were still with the university several years after the initial projects where change 
fatigue was raised as an issue. 
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1.2   Context 
This research is therefore contextualised by my own work as a change manager 
and trainer in higher education at the end of the twentieth century and the beginning 
of the twenty-first. In the words of Clandinin and Connelly (2000, p. 121), “narrative 
inquiries are always strongly autobiographical. Our research interests come out of 
our own narratives of experience and shape our narrative inquiry plotlines”. This 
thesis is firmly based in my own experience and is an example of an 
autobiographical style, moderated by the experiences of others, as is discussed in 
Chapter Three. It is also firmly located within the context of Australian higher 
education. 
 
I had worked across several major projects in an institution I shall refer to 
throughout the thesis as Omega University
1
. There were two projects at that 
institution that struck me as being ideal candidates for a naturalistic inquiry (Denzin 
& Lincoln, 2005a; Patton, 2002) into what helps people to cope with change. Both 
projects worked with similar groups of staff across the institution, but used 
significantly different approaches to both change management and end-user training, 
which I thought might have an impact on people’s change resilience.  
 
The first project, which I will call DATA, developed a data warehouse to 
automate and improve the efficacy of required government and other mandatory 
reporting for the institution. It also delivered project management expertise and 
documentation to the administrative staff of the University in a formal way for the 
                                                 
 
1
 In order to protect the anonymity of participants, all specific dates and all names apart from mine 
within this research have been changed. 
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very first time. The second project, which I will refer to as FINANCE, had the 
broader mandate to improve the institution’s financial management. It ultimately 
delivered a changed basis for accounting at the University, along with improved 
reporting and a new software tool for the institution’s regular budgeting activities.  
 
Both projects could be classified as what Hopkins (2007, p. 159) refers to as 
adaptive challenges, or “a problem situation for which solutions lie outside current 
ways of operating. This is in stark contrast to a technical problem for which the 
know-how already exists”. The DATA project had to make a paradigm shift and 
adapt to an entirely new way of handling data at the University, which its project 
manager realised and planned for from the beginning. The FINANCE project, on the 
other hand, began internally as a technical challenge, with most of the project team 
involved thinking that simple changes to some reporting and deeper changes to the 
Chart of Accounts would be sufficient to resolve the practical issues they were 
experiencing. That project was made into an adaptive challenge by its external 
consultants and stakeholders, when they brought in a suggestion to fundamentally 
change the way the University handled all of its accounting practices. 
 
Similar to Fincham’s (2002) case study of the implementation of a 
management information system in a large insurance company, the DATA project 
struggled with issues of expertise and internal politics. Unlike Fincham’s case, the 
DATA project kept its project manager, bought in the technical expertise it needed, 
and remained on track, ultimately delivering a data storage and reporting solution 
that is still in use at Omega University more than a decade later. Through changing 
communication strategies, the project was able to circumvent and largely protect its 
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team from issues of internal politics. At the same time it utilised a champion to boast 
of its successes in delivering the real-time modelling of data from a single consistent 
source that was needed for decision-making across the institution. The strategic use 
of a champion for the project helped ensure its successful uptake by others across the 
institution when the project’s outcome was made fully available. In this way the 
project was able to succeed on its own merits. 
 
The FINANCE project, with a succession of project managers and changing 
team members, spent a lot of time and effort trying to position itself as the success in 
contrast to the failing DATA project. That position became impossible when the 
DATA project became successful, so the FINANCE project manager acted quickly 
to tie the FINANCE project to the DATA one, to ensure DATA’s success reflected 
upon the FINANCE project as well. In that way the FINANCE project began 
development of what Fincham (2002, p. 10) calls a “dominant reality”, whereby the 
FINANCE project positioned itself within the culture of the organisation as a success 
alongside the DATA project, rather than in opposition to it. 
 
As described earlier, it was during my role as change manager for these 
projects that I was asked about change fatigue. Ultimately, this thesis is my partial 
answer to that question, albeit more than a decade later. As such, it is firmly situated 
in the Australian higher education context at the end of the twentieth century and into 
the beginning of the twenty-first. 
 
In a key work in higher education in Australia, academic managers Coaldrake 
and Stedman (1998) mapped the history of the Australian higher education sector. 
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They described how the sector has grown from three disparate sources – the English 
system of masters and apprentices, where knowledge was passed from one 
generation of artisans to the next; the German system which prized academic 
freedom above administrative practicality; and the modern American system where 
students (or, more often, their parents) pay for their education, and expect a high 
level of service and quality in return. In their subsequent book, they refer to the fact 
that “higher education is the joint offspring of many parents” (Coaldrake & Stedman, 
2013, p. 177). 
 
The Australian system of higher education was historically one that was 
orchestrated by academics with all of their associated freedoms to investigate 
whatever areas of research they wanted and run their teaching activities
2
 and 
universities in the way that best suited them, within the boundaries set by various 
professional bodies that required students to meet their standards of accreditation. 
Over time, governments at both the State and Federal levels have imposed more and 
more restrictions on those academic freedoms in order to regulate the structure and 
administration of universities in Australia, possibly in order to compete in a 
globalising market where factors such as international rankings have an impact on 
institutions and their students. As noted by Sanderson and Watters (2006), these 
changes have moved the balance of activity within Australian higher education 
institutions away from work with a focus on the core business of teaching, research 
and service to the wider community, and towards one where a greater focus is on the 
administrative and regulatory function.  
                                                 
 
2
 Teaching activities are split into two levels, which the Australian Federal Government refers to as 
Units of Study, also known at various universities as Courses, Modules, Subjects or Units, and 
Courses of Study, also known as Courses, Degrees, Programs, or Qualifications. 
 Chapter 1: Introduction to the Research 11 
 
In a review of the academic landscape in Australia, Tierney (2001a) argued 
that the increasing commercialisation of higher education would not result in a 
negative impact on traditional academic freedoms. Instead, he argued, 
commercialisation was simply the latest in a long line of cultural changes that higher 
education had grown and changed in response to. He went on to argue that robust 
engagement and discussion must occur within the senior members of both the 
professoriate and the management of universities, in order to ensure a nation-wide 
culture of higher education that continued to function into the future. Expanding 
upon that responsibility, in a later article, Tierney (2003a, p. 381) argued that it is the 
responsibility of academic staff to “point out flaws, allow for differences of 
interpretation and opinion, but also expect excellence. Such qualities need to be 
transferred to organizational life as well.” 
 
Leading the culture of the organisation is the responsibility of the Vice-
Chancellor, or head of the university. That role has always been the most senior 
academic position achievable within an institution in Australia, and has traditionally 
been supported in running the institution by the Registrar, the most senior non-
academic appointment available. It has only been in recent times that government 
requirements have led to the diffusion of the Registrar’s power to offices such as the 
Chief Information Officer and Chief Financial Officer, as you would find in a large 
national or multinational corporation.  
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While many of these offices are hidden behind academic titles such as Pro 
Vice-Chancellor or Deputy Vice-Chancellor, a brief review of the organisational 
charts of many Australian universities reveals the same pattern: institutions that used 
to be run by a handful of experienced senior academics are now overwhelmed by 
pseudo-business functions dealing with what are mostly administrative overheads, 
with no direct relation to the advancement of knowledge through research, or the 
education of students. Instead they have the purpose of complying with government 
regulations, requirements and reporting. Indeed, Professor Peter Coaldrake (2011), 
prior Chair of the higher education sector’s peak body Universities Australia, noted 
the critical importance of such a good working relationship between higher education 
institutions and the government in Australia, as it is the only positive way to progress 
into the changing future of higher education in the nation.  
 
The higher education sector in Australia has been substantially transformed by 
the requirements of the Federal Government several times in the last 25 years. In the 
late 1980s the Federal Government, under the then Minister for Higher Education 
John Dawkins, encouraged the amalgamation of the higher education system’s 
component parts from Colleges, Institutions and Universities into larger universities, 
and introduced a new set of fees for all students known as the Higher Education 
Contribution Scheme, or HECS. These fees meant that students now contributed to 
the cost of their higher education, providing an additional source of funding to the 
Australian Federal Government. HECS income rose from nine hundred million 
dollars in 1995 to almost two billion dollars in 2007, the last year for which national 
higher education financial data is readily available (Department of Industry, 
Innovation, Science, Research, and Tertiary Education, 2012). 
 Chapter 1: Introduction to the Research 13 
 
Other changes followed from various reports commissioned by whichever 
political party was in power from 1995 until the latest in 2008. The report 
Enterprising Nation (Karpin, 1995) recommended that Australian universities should 
be producing business-ready graduates. Following swiftly behind that, the report 
Learning for Life (West, 1998) recommended changes to both the funding and 
administration for the nation’s higher education providers in line with the OECD 
(1996, 2004) position papers on Lifelong Learning, all of which brought more 
changes to the higher education sector.  
 
West’s focus on the double bottom-line of financial accountability and quality 
assurance led, at the beginning of the new millennium, to the next major change 
imposed on higher education in Australia by the Federal Government. Locally 
known as the Nelson reforms, after the 2001-2007 Minister for Higher Education  
Dr Brendan Nelson, they were published as several reports within the banner of the 
2002 government review of higher education, Our Universities: Backing Australia’s 
Future (Nelson, 2002a-h) and enacted in the Higher Education Support Act (Nelson, 
2003). Those reforms dramatically changed the way that all Australian universities 
were administered and funded, with an intention to improve focus on areas such as 
quality, diversity and sustainability. Restrictions and conditions were imposed on 
many administrative functions, from the size of the ruling University Council to the 
requirement for all higher education providers to publish course and unit information 
twice annually on a publicly-accessibly Web site hosted by the (then) Federal 
Department of Education, Science and Training. 
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In 2008 another Federal Government higher education reform was undertaken, 
beginning as a position paper by the (then) Education Minister Julia Gillard (2008) 
and moving to a full response titled Review of Australian Higher Education (Bradley, 
2008; Bradley, Noonan, Nugent & Scales, 2008). The government response to what 
became known as the Bradley Review, Transforming Australia’s Higher Education 
System (Australian Government, 2009), changed the requirements again and 
introduced yet another series of changes in the way that quality in Australian higher 
education was measured and judged, including moving from an advisory authority – 
the Australian Universities Quality Agency – to a regulatory authority, the Tertiary 
Education Quality Standards Agency. 
 
In 2011, this series of reforms in Australia were affecting 39 institutions of 
higher education, spread across each of the country’s eight states and territories. 
Those 39 institutions employed slightly over 48,000 full-time equivalent academic 
staff and 61,000  administrative support staff, teaching 1.2 million students, and with 
annual revenue of $22 billion Australian (Department of Industry, Innovation, 
Science, Research, and Tertiary Education, 2012; Norton, 2012). In addition to these, 
the country has over 150 private institutions, which are also entitled to offer higher 
education qualifications, and do so to a very small proportion of the population 
(Alderman, 2013; Department of Industry, Innovation, Science, Research, and 
Tertiary Education, 2012). 
 
Outside of the specific changes that the Australian Federal Government had 
been imposing, it seems that the same four themes recur in higher education across 
the world:  
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1. increased student mobility and choice;  
2. increasing use of technology, exemplified by wireless and other 
technological advances often being adopted by the students long before the 
institutions can support them, as explained by Moore’s (1965) Law of 
exponential technology improvements;  
3. overall issues of fee income, such as how much cost the market will bear 
before it becomes saturated or looks elsewhere (Neville, 2004; Times 
Higher Education Supplement, 2005); and  
4. the increasing speed of change in higher education (Kiley, 2012b; Starks, 
2012).  
 
All of these forces, both local and global, mean that higher education in the 
twenty-first century must find ways to broaden its focus to meet new demands, as it 
last did in the 1980s with the introduction of a multidisciplinary view of education 
(Rubinson & Ralph, 1986), allowing different perspectives to be validly included in 
educational research. Broadly, the mandate of higher education is to educate and 
research, but these new changes have led to increased pressures on both academic 
and administrative staff at universities as they have to handle the current, multiple, 
and international changes in the sector around technology, finances, and government 
requirements.  
 
As this brief overview has shown, the Australian higher education sector has 
been in constant change from Federal Government reviews alone for almost the last 
thirty years. Workers in higher education are therefore facing constant change from 
both external agents and internal responses, meaning that there is a high likelihood 
that this sector sees both sides of change resilience – both staff members who have it 
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and staff members who do not. It is therefore timely to conduct this research into 
change resilience within higher education in Australia, to gather stories from the 
offices and cubicles, about what helps and hinders people’s ability to cope with this 
scale of change at work.  
 
1.3   Significance, Scope, and Definitions 
This research adds to the body of knowledge in the theoretical and practical 
areas of change resilience and higher education, and in the methodological areas of 
narrative presentations of research and autoethnography. It also documents the state 
of one higher education institution’s position from the perspective of the actual 
workers who were affected by two organisational-level large-scale change 
management projects at the turn of the century. 
 
The significance of this research lies in its response to a major method-based 
limitation: as mentioned above in Section 1.1 Background, there was not sufficient 
current research or literature in the applied business field on the construct of change 
resilience to provide a framework for this study when it began. This study therefore 
contributes to the theoretical field by providing a glossary of definitions on page ix. 
This study also introduces for the first time the voices of those who have large-scale 
organisational change imposed upon them in the workplace, gathered in dyadic 
interviews which Clinchy (2003, p. 39) defines as “not a competition between 
knowers, [rather] a collaboration between thinkers”. The research thereby provides a 
solid and well-informed basis for future theoretical development about change 
resilience and ways of coping with change fatigue.  
 
 Chapter 1: Introduction to the Research 17 
I wanted to talk to the ordinary workers with experiences of having large-scale 
organisational change imposed upon them because, as Dunphy, Griffiths and Benn 
(2003, p. 285) point out, “senior managers are the architects of change but general 
employees are the builders”. In other words, the cultural capital (Bourdieu, 1986) is 
shared between all involved in a change management process, regardless of their 
functional position in an organisation’s hierarchy. In this way, ethnography and its 
sub-field autoethnography are appropriate ways to present these data, as, in the 
words of Humphreys, Brown, and Hatch (2003, p. 21), it is “a fundamentally 
creative, explorative and interpretive process.” By utilising unstructured interviews 
based upon the question What helps you to cope with change?, this research follows 
Berman and Pitman’s (2010) methodology of allowing the research participants to 
decide what they feel is important enough to mention, and therefore moderates for 
researcher bias, as is discussed further in Chapter Three. 
 
The research has three main purposes within its scope. The first purpose is to 
add to the body of knowledge by developing a framework to assist organisational 
change managers in recognising the warning signs of change fatigue or the 
exhausting feeling that changes are never-ending, change resistance which is the 
choice to oppose a change, and thereby perhaps reduce some of the impacts of 
change failure. My goal is that awareness of these warning signs will enable 
consideration of the personal change resilience, or the ability to cope with change, of 
the ordinary workers affected by the change, by those who actually impose the 
change within the organisation. 
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The second purpose of the research is to contribute to the research field on the 
methodological approach of autoethnography where the researcher’s experience is a 
formally included part of that which is researched. I do this within the field of 
narrative presentations of research, by using my position as what Golden-Biddle and 
Locke (2007, p. 77) call a “field-knowledgeable storyteller”. 
 
The third purpose of this research is to provide theory and evidence-based 
recommendations for practice at the research site, and other sites like it, where 
multiple large-scale organisational change activities occur regularly, impacting on 
the ordinary workers in the organisation. This thesis, while situated in the context of 
higher education in Australia, has wider applicability to other disciplines and 
organisations as well, if they are willing to look at the impact of their change 
management processes on their people, while not making claims about wider 
generalisability which cannot be supported by the research methods chosen. 
  
These goals are achieved through the scope of analysis for this thesis, as shown 
below in Figure 1.1. The analysis is bounded by both temporal and physical 
delimitations, which intersect to form the confines of this research.  
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Figure 1.1. Scope of analysis. 
 
The temporal limits of this research are created by the two projects selected as 
the cases to be studied, as they occurred at the turn of the twentieth century, and are 
detailed in Figure 3.1 in Section 3.3, Data sources. The physical limits of the 
research are determined by that time period and the research location of Omega 
University; the documentation produced by the two projects at Omega University; 
the staff members who were directly affected by the two projects; and the methods 
for coping with large-scale organisational change that were suggested in the 
interviews with the staff members who volunteered to participate in this research. 
 
This meant, for instance, that areas suggested in the wider psychological 
literature on coping with change, such as working with organisational psychologists 
or career mentors (Burton, Pakenham, & Brown, 2010; Liu, Englar-Carlson, & 
Minichiello, 2012) were not brought into this final thesis because none of the 
research participants mentioned them as a way that had or would help them cope 
with change. In this way, the review of the research literature and the final 
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recommendations presented in Chapter Five remained manageable and bounded by 
the suggestions of the actual, ordinary workers who participated in the research.  
 
In addition to the literature, interviews, and documents available, the scope of 
the study was also bounded by Omega University itself and by my own experiences 
and reflections as an autoethnographer. 
 
The design of this research began as a multiple case study comprised of the two 
projects with which I was involved at the turn of the century, DATA and FINANCE. 
Document analysis and in-depth interviews captured sufficient rich data from the 
project processes and participants. Some conclusions on reducing collateral damage 
during large scale change management were able to be reached, if only for 
application at the site in question. As the research progressed and participants told 
me their experiences of change, the research changed from pure case study research 
comparing the training approaches used by two projects to its final design as a 
participant-informed autoethnography with a reflective element. In addition to 
changing because the research participants did not see the different training 
approaches as being important to their ability to cope with the changes being 
introduced, it was also informed by Downey and Clandinin’s (2010) view of 
meaning as being always out of our immediate reach, awaiting the clarity of 
understanding that comes with additional experiences.This complements Rhodes and 
Brown’s (2005a, p. 167) view of research as “not a quest for scientific truth, but a 
quest for meaning”. Despite that change, the research has consistently remained a 
local, small-scale study, fitted to a specific problem in a particular situation (Denzin 
& Lincoln, 2000). In thus bounding the thesis to the issues raised by the research 
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participants, I am avoiding what Tierney (2002a, p. 393) describes as “narrative 
catharsis”, or the possibility that I was simply seeking a resolution to my own etic 
(internal, personal) issues of coping with change. The data presented here are very 
much those of the research participants – the ordinary workers in the institution. I 
have used the narrative device of an autoethnographic lens in Chapter Four only as a 
way to draw together their stories of having to cope with large-scale organisational 
change into a single coherent story expressing the experiences of the research 
participants. 
 
This methodological and presentational progression was a direct response to 
the underlying significance of the study: that there was a lack of research accessible 
to me as a change manager into both how to increase change resilience and of the 
stories of those affected by (rather than leading) large-scale organisational change. 
This research is the necessary first step towards the development of new theories in 
this field. If the lessons learned through the research are applied at the site where the 
change occurred (Poole, Van de Ven, Dooley, & Holmes, 2000), Rogers’ (1983) 
diffusion of innovation could then allow other, similar, sites to selectively enact the 
outcomes and recommendations, modifying them for their own situation, and 
providing what Fincham (2002, p. 6) calls “sense-making as a precursor to action”. 
This fits neatly within what Denzin and Lincoln (2002a, p. 29) refer to as the 
“seventh moment” of qualitative research, where “the search for grand narratives is 
being replaced by more local, small-scale theories fitted to specific problems and 
particular situations.” 
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Just as Caldwell (2007) promotes listening to the leader’s perspective in order 
to determine the issues that affect them, this thesis gives voice to those who are in the 
mid-ranks of the institution – those who experience the organisational changes 
regularly because they are the ones in the middle of the institution – caught between 
the hierarchy and the students. These ordinary workers are the ones whose voices 
need to be heard in order to fill the gap in the leadership literature. Their perspectives 
can provide practical suggestions on improving and increasing personal change 
resilience to those who run large-scale organisational change projects, as the ordinary 
workers are the ones most impacted by change in higher education. And they are the 
ones whose voices are not heard in any of the literature, based as it is on the 
experiences of those who have led change, not those who have had change done to 
them. 
 
The research was deliberately designed to occur several years after the selected 
case projects’ existence in order to allow a more reasoned reflection about the impact 
of the projects on and by the participants, rather than an emotive, immediate response 
to actions as they occurred. As Gerard (2004, p. 80) describes it, this distance is 
necessary because “you gain a sense of perspective, a sense of proportion and 
context, that is nearly impossible to have about a place you have never been far away 
from, in space or in time”. This meshes neatly with Ely’s (2003) assertion about the 
necessity of allowing a significant amount of time for reflection. She describes four 
days teaching in a classroom as a critical incident and the impact that had on her – 
how it completely reinvigorated her work as both a teacher and a researcher, and how 
reflection on it five years later enabled her to re-understand the importance of 
contexts in qualitative research. In the same way, the situations that I experienced as 
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a change manager and trainer are equally important critical incidents for me. Unlike 
Ely’s short-burst of classroom teaching, my incidents are ones that lasted years rather 
than days, and left me quite the opposite of Ely’s experience – I was burned out, 
change fatigued and questioning both the value of what was delivered by one project, 
and my own value to the organisation. I was lucky; I had a manager who saw the 
value and depth of experience and opportunity still within me, and she encouraged 
me to remain working in the field of communication and change management.  
 
Even with that manager’s support, it took a long time before I could bring 
myself to look at what the project did, and how, and to whom. In fact, it was only in 
the composition of this research to investigate those cases that I became able, in 
some detached and objective way, to think and talk freely about the help that 
ordinary workers need to enable them to cope with change in the workplace. I felt, 
for several years, that what I had gone through was perhaps an isolated incident, or 
one which was so situationally based that sharing it and exploring what occurred may 
not result in anything worth knowing. As Richardson and St. Pierre (2000, p. 261) 
point out, even “having a partial, local, and historical knowledge is still knowing”. 
And I certainly had a partial, local and historical knowledge of the impact of change 
within Omega University.  
 
At the same time, Richardson and St. Pierre’s (2000, p. 965) warning about a 
piece of Richardson’s writing was echoing in my head, where, through the recall and 
writing itself, where memories returned “of being patronized, marginalized, and 
punished. Writing the story was not emotionally easy; in the writing, I was reliving 
horrific experiences, but writing the story released the anger and pain.” That 
 24 Chapter 1: Introduction to the Research 
description worried me, and I needed to be sure that both I and my participants were 
ready to face their memories of the experiences,. It was importantthat enough time 
had passed so that any resulting damage would be lessened, both to enable recall and 
to meet my ethical obligation not to cause harm, either to participants or to myself. 
 
I recognised that the fact of the research being conducted with people who 
remained with the organisation after the changes occurred did not mean that they 
were undamaged by the changes – it simply meant that their change resilience was 
likely strong enough to allow them to remain. Damage does not have to be fatal to 
affect a person, and I was conscious of not causing more harm through my 
interviews.  
 
The time that had passed also allowed a more professional relationship 
between myself and the participants, rather than the power imbalance that existed 
when I was in charge of disseminating the changes and therefore had the intrinsic 
power of the trainer’s position of knowledge (Hoag, Ritschard, & Cooper, 2002). 
Allowing for shifts in position and employment over the several years since the 
projects enabled the research to be informed by a more balanced, reasoned and 
reasonable discussion of the issues around the human cost of change, in order to 
answer the research questions. 
 
1.4   Research Questions 
As described in Section 1.2 Context, the first goal of this research was to 
develop some theoretical underpinnings for the construct of change resilience. In 
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order to do that, the research was focussed, through an ordinary worker’s 
perspective, on the question:  
1. What is the human cost of large-scale organisational change?  
 
In order to broaden both the theoretical and practical outcomes of the research 
study, and determine specific strategies for building personal change resilience, a 
second question was also investigated: 
2. What helps or hinders peoples’ perceptions of their own personal change 
resilience when they encounter large-scale organisational change at 
work? 
 
Finally, following from research participants’ stories in initial interviews, and 
in line with the third goal of the research described in Section 1.2 Context, a third 
question was added later in the study: 
3. Is there observable positive change over the last decade in the way that 
Omega University conducts large-scale organisational change projects? 
 
 Although not an explicit research question, the research keeps one eye upon 
reducing collateral damage through the training provided to staff in higher education, 
in part because, as academic and administrative workloads are seen to increase, the 
conversations in the literature are clearly pointing to the need for a better way to 
change (Baty, 2005; Livingstone, 1999; McWilliam, 2002). There is also a need, as 
advocated by Foucault, to push “beyond theory to action’’ (Cooper & Blair, 2002, p. 
522). As such, while it is not an action research project, it is firmly situated within 
the site of Omega University, and has the intention of improving practice there, 
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either explicitly through the findings and conclusions of this study, or more subtly 
through prompting further reflection by participants which may lead to modifications 
in their behaviour towards change. It helps to address Sinclair’s (2005) concern that 
no lessons are being learned from past experiences. The research questions have been 
developed to actively gather experiential understandings (Stake, 2010; Walter & 
Marks, 1981) from the past, as filtered through the knowledge and experiences of 
research participants, in order to answer both the theoretical development of the 
construct of change resilience within the field of organisational change management 
theory, and the practical application of those theories in the workplace.  
 
While this research has potential positive benefits for Omega University in the 
short term, in the longer term it provides a better framework and understanding of the 
best way to help people to learn how to cope with large-scale change in the 
workplace. The focus of this research is broader than academic staff in one 
institution of higher education; it is about the training of everyone, including 
administrative, technical and professional support staff members, who have 
workloads and pressures equal to academic staff members, without the same avenues 
of academic freedom to voice their views. By gathering their untold stories, the aim 
of this thesis is, as Nash (2004, pp 8 & 24) suggests, to “take a complex idea and 
communicate it in readable English, without compromising its integrity” while also 
delivering “those delicious aha! moments of self and social insight that are all too 
rare in more conventional forms of research.”  By using the local experiential 
understanding at the research site, this thesis develops a theory of personal change 
resilience which could potentially be applied in any context where large-scale 
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organisational change occurs, including in my own practice as a trainer and change 
manager. 
 
1.5   Thesis Outline 
 
This thesis is structured in the traditional manner of a five-chapter thesis. 
Chapter One has covered the introduction to the research, including where the 
motivation to conduct it came from, why it is necessary, what contribution it makes 
to which fields, and how the research was conducted. 
 
Chapter Two reviews the literature in the fields of education, organisational 
change management, and leadership. It draws particularly upon the literature in the 
areas of business and higher education, and also looks more widely to health, 
psychology and other areas where they have valuable theories to contribute. This 
chapter presents the initial theoretical framework for the thesis, deliberately framed 
in the negative. 
 
Chapter Three describes the methodology and research design of using case 
studies informed by interviews, memories and documents. It also describes the 
methodology behind the presentation of the results of this research, as a cohesive 
narrative telling the stories of ordinary workers involved in large-scale organisational 
change, as seen through an autoethnographic lens, thereby addressing the second 
goal of the research as described in Section 1.2 Context.  
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Chapter Four begins with a brief discussion of the presentation of the data. The 
chapter goes on to present the findings of the research, in autoethnographic narrative 
form, with associated discussion. The narrative is divided into a series of vignettes, 
or shorter tales within the overarching narrative, and each is discussed individually. 
The chapter shows how the stories of multiple research participants can be combined 
into one cohesive narrative, as well as describing the warning signs of change 
resistance and change fatigue, and describing one set of conditions that could 
increase change resilience. 
 
Chapter Five begins with a summary of the research findings gained from the 
research participants, which are combined with the literature reviewed to develop a 
theoretical model for the support of change resilience. It also presents other practical 
tools and suggestions for managers of change. It presents a summary and analysis of 
the research, its findings and recommendations, and suggests areas for future 
research. The chapter concludes with an epilogue describing how this research has 
changed my own practice, and how my current university intends to use this research 
to manage one large-scale organisational change in 2013. 
 
1.6   Summary of Chapter One 
This Chapter has outlined the steps that informed this research into change 
resilience, and given a brief description of the research context and the gap in the 
business literature that the research was designed to investigate. I have discussed the 
purposes and significance of the research and the specific questions investigated, as 
well as the describing the benefits to the research site, my own practice, and the 
wider theoretical communities that result from the research. 
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Chapter 2:  Literature Review 
"Not everything that can be counted counts, and not everything that counts can be counted." 
William Bruce Cameron (1967) 
 
 
This chapter introduces the literature underpinning the study into the human 
cost of change, and the construct known as change resilience. Following Eisner’s 
(1976, 1977) theory of educational connoisseurship and criticism, and Yin’s (2012, 
p. 39) statement that “the role of theory [is] to specify the descriptive differences … 
that would be considered substantively critical”, this chapter critically reviews the 
relevant literature in the field of organisational change management, with a particular 
focus on change fatigue, change resistance and change resilience. The literature 
review continues in the related fields of leadership, management and trust, within the 
research context of higher education in Australia at the end of the twentieth century 
and into the beginning of the twenty-first century. The chapter concludes by 
identifying a gap in the literature around personal change resilience and provides a 
model for change failure that incorporates the reviewed literature in leadership, 
management and trust. 
 
2.1   Change Management 
The history of change probably began the moment that the first proto-human 
looked around and wondered whether ‘over there would be a better place than here?’ 
Every civilisation has developed ideas on the best way to change, from the Egyptian 
model of keeping the monarchy literally in the family to the Roman imposition of 
their way of life wherever they conquered, which created at the same time constant 
change on the fringes of their territory as the conquered adapted, and the stagnation 
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at the centre that eventually led to Rome’s downfall (Boardman, Griffin, & Murray, 
1986). Even religions are not immune to the lure of change – early Christianity 
absorbed the feasts, festivals and icons of other pagan religions, while Muslim clerics 
built on the teachings of the prophet Jesus (Frazer, 1995). Change has been a 
constant in human life for a very long time, but it has only been recently that people 
began to really pay attention to change as its own activity. 
 
The area of organisational change management has been a dynamic one, 
largely underpinned by one central theory of effective change management from the 
1950s until today (Grenville-Cleave & Boniwell, 2012). The theory was developed 
by social scientist Kurt Lewin and is known as the Three-Phased Change Model. It 
promulgated the conception of change as a three-phased process of Unfreezing, 
Changing, and then Refreezing (Lewin, 1952). 
 
Although Lewin’s Three-Phased Change Model has been the core model 
guiding change managers for the last 60 years, even when it is mutated into different 
models such as five or seven-step change processes, practitioners and theorists are 
now questioning whether it meets the needs of change in the new millennium. 
Lewin’s model basically presents the change process as a sort of Mayan ziggurat – a 
long flat step or phase of preparation known as unfreezing followed by an incline 
during which the changing occurs, then another long flat step or phase for refreezing, 
repeated every time there is a change. The concern expressed in the literature is that 
modern change is so rapid that there is simply no time to refreeze the organisation 
before the next change comes – for most organisations the model looks more like 
that shown in Figure 2.1– an Egyptian pyramid seen as though from a distance with 
 Chapter 2: Literature Review 33 
steep, straight sides providing nowhere to stop, rest, and reflect (Griffith, 2002; 
Scott-Morgan, Hoving, Smit, & Van Der Slot, 2001; Weick & Quinn, 1999).  
 
 
Figure 2.1. Ziggurats and pyramids of change. 
 
So, if Lewin’s documented model that has been the basis of most change 
management for the last half a century is out-dated, what are the alternatives? 
 
Since much learning about how to lead change only occurs informally and 
through conversations (Kezar & Lester, 2009), the most common option for change 
managers has been to look for alternatives in other project management and quality 
improvement methodologies, such as Total Quality Management, Business Process 
Reengineering and the internationally-recognised PMBOK approach to project 
management (Project Management Institute, 2013). The advantage of these methods 
is that they are thoroughly documented, providing step-by-step processes to be 
followed (Harmon, 2003; Rye, 2001). However, they do not provide a specific 
process for managing changes – as Drummond and Hodgson (2003, p. 155) note, 
“project managers need to be attuned to what change means to users and adopt a 
prismatic view of reality that sees different and possibly conflicting meanings. It also 
means that project managers require an in-depth understanding of the working 
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environment for which the systems are being developed.” As Kirk and Wall (2010) 
comment, change influences people just as the people are influencing the change. 
These process-driven methodologies do not expect or require any understanding of 
the change site and its particular quirks, people, and management requirements – it is 
simply assumed that the change will be managed well because the process was 
followed.  
 
If process-based change models, including both Lewin’s and the more recent 
quality improvement processes described above, are not relevant in the twenty-first 
century, this could be because they are applied to change as a process with a set of 
activities that may be discrete or overlapping, rather than modelling change as it 
affects people. 
 
The major author who has spent twenty years writing about the consideration 
of people in organisational change management is William Bridges, with his model 
of Transition (Bridges, 1991, 2003). Bridges’ Transition Model of change clearly 
builds on 1970s philosopher and futurist Alvin Toffler’s concern with the human side 
of change, which is discussed further below in Section 2.1.1 in the discussion of 
change fatigue. Bridges’ work also builds on the work of organisational developers 
including Argyris (1968), Adler and Goleman (1975), and Golembiewski, 
Billingsley, and Yeager (1976) with their discussions about the psychological aspects 
of organisational and personal effectiveness.  
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Bridges’ Transition model of change remains three-phased like Lewin’s, but is 
focussed on the transitions that the people need to make as they progress through a 
change process; negotiating what Bridges (1991, 2003) refers to as the Neutral Zone, 
followed by traversing the Wilderness and then Launching. 
 
Unlike Lewin’s (1952) model, Bridges’ model explicitly describes how to help 
people traverse the changing environment, rather than focussing on how to change 
the environment itself. Bridges suggests the use of a metaphor for the change – a 
boat journey (casting off, traversing the unknown waters, coming safely to land), an 
exodus (leaving home, travelling through the wilds, arriving at the promised land), or 
other metaphors that suit the organisation and the change – as a way of creating a 
common purpose and understanding about what is happening. A decade later, 
Bridges (2010a, 2010b) continues to talk and write about transition as the people side 
of change, providing advice to leaders on how to make their change more easily 
traversed by staff. 
 
While some change managers are adopting Bridges’ model, most, particularly 
in my experience of technology-related change management, appear to remain with 
Lewin’s or variations of it, possibly because they are more comfortable in 
implementing a process than having to deal with and respond to the needs of many 
people. There is also a growing cohort of change managers who are using another of 
Lewin’s change models – force field analysis, where the forces for a change must 
outweigh the forces arrayed against the change for any change to occur (Lewin, 
1952). Although this model allows for the human factor as a force for or against the 
change, it is still a largely process-based model with little actual consideration of the 
 36 Chapter 2: Literature Review 
people to be involved. As Henry (2007, p. 195) notes, “people actually don’t obey, 
they react, and they don’t always react the way managers expect them to.”  
 
In recent years, a significant proportion of the literature in the field of 
organisational change management is discussing the increased rate of change brought 
about by technological advancements and the globalisation of many processes, 
including education (Tierney, 2003a). Views on modern change range from the 
terrified to the welcoming, such as the view of motivational speaker Zig Ziglar 
(2001, p. 2) that, “while we must face the fact that change is inevitable, we should 
also realise that many changes are positive and benefit both individuals and 
businesses.” 
 
One way in which the benefits of change are popularly expressed is through 
corporate stories, which often use the development of a metaphor for changes. In 
both editions of his book, Bridges (1991, 2003) used the Biblical metaphor of Moses 
leading the Israelites through the desert to describe his ‘Neutral Zone’. Belasco and 
Stayer (1993) linked the metaphors of the migrations of a herd of buffalo and a flock 
of geese to describe the change journey. Other writers on change have used the 
metaphor of a sea voyage, describing the change manager as the captain of a ship 
(Cook, Macaulay, & Coldicott, 2004; Thelander, 2005).  
 
This use of metaphors makes it easier to create corporate narratives, and 
provides both fodder and a framework for organisational stories to be developed. 
These narratives, in turn, can make the change process more transparent and ‘real’ to 
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those involved. The disadvantages of most corporate stories is that they are about the 
leader rather than the followers, and they often do not take account of the fact that in 
reality it can easily take a decade to undergo and embed a cultural change 
(Marichiba, 2010). To borrow a term from the field of social work, those dealing 
with change need to be aware of how intertwingled things are in the lives of 
everyone being impacted by any change. As defined by Sanger and Giddings (2012, 
p. 372), “the term intertwingled refers to the observation that in the real world many 
systems are connected to each other through multiple, recursive, nonlinear feedback 
loops. One can think of intertwingled as an adjective that applies to all complex 
systems. Just as water is wet, complex systems are intertwingled”. And change 
management, particularly in higher education, is definitely a complex system, full of 
tensions both for and against any given change. 
 
2.1.1   Change Resistance, Change Fatigue and Change Failure 
 
The first of the two tensions against change is that of change resistance. For the 
purposes of this thesis, change resistance is defined as any deliberate choice, usually 
signalled through action or a lack of action, which is intended to counter the forces 
for a given change. These choices can range from public activity such as speaking 
out against the change to passive resistance – the unmoving object who hopes that 
eventually the change will just ‘go away’. I speak here about active resistance to a 
particular change more from exhaustion or apathy, not from a position of 
recalcitrance or philosophical disagreement with the change such as Peterson (2009) 
discusses. Although talking about education, Eisner (1991, p. 24) could just as easily 
be commenting about change resistance when he says, “eventually veteran teachers 
learn to ignore and ride out the new fad and continue on their own doing largely what 
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they have always done. Having little stake in what is being offered and having had 
little success in what has been offered in the past, they have learned that passive 
resistance is an effective way to deal with changing fancies.”  
 
In such cases, the options for change managers that appear in the literature are 
three-fold:  
 
1. To allow the resister to remain and hope that eventually they are ‘swept 
along’ by the overwhelming tide of change; 
2. To find a way to bring the resister ‘on board’ with the change; or  
3. To remove the resister either actively through retrenchment or 
redeployment or passively by allowing them to be ‘smashed’ by the tide of 
change, an approach that often results in stress and other psychological 
damage to all involved (Breen & Dahle, 1999a-c; Coutu, 2004; Hoag, 
Ritschard, & Cooper , 2002; Hultman, 1998; Mabin, Forgeson, & Green,  
2001; Moore & Rader, 1991; Paterson & Hartel, 2000).  
 
Hoag, Ritschard, and Cooper (2002) identified seven obstacles to change: cost, 
workload, legislation, leadership, management, culture and the catch-all category of 
other. These obstacles were rationalised to a shorter list of four obstacles: cost, 
workload, legislation and other, with a final conclusion that the workplace culture 
and management – two factors intimately related to the people side of change 
management – were the most important obstacles to effective change.  
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In a similar people-focussed way, while discussing the introduction of the 
European Higher Education Area as an outcome of the Bologna process, Diaz, 
Santaolalla, and Gonzalez (2010) conclude that the best way to overcome resistance 
to change is to implement a training plan contextualised to the needs of the 
institution. Again, organisational culture is important in the change process (Scheeres 
& Rhodes, 2006), but only as a context within which the forces for and against a 
change can play out. 
 
The second tension against organisational change is that of change fatigue. For 
the purposes of this thesis, change fatigue can be defined as the feeling by those 
involved that the organisational changes are never-ending, that they make no 
appreciable differences or improvements to the organisation, and that it is therefore 
not worth participating (Buchanan, Claydon, & Doyle, 1999; RWA Consultants, 
2006; Scott-Morgan et al, 2001; Tapsell & Law, 1998). In the words of one of Kirk 
& Wall’s (2010, p. 637) participants, “if you’ve been through endless changes, it’s 
terribly wearying.” 
 
Change fatigue can be traced back to Alvin Toffler’s influential 1970 book 
Future Shock. In it, Toffler describes how to help people cope with what he terms 
Future Shock, the “shattering stress and disorientation that we induce in individuals 
by subjecting them to too much change in too short a time” (Toffler, 1970, p. 12). 
 
Beyond Toffler’s description of the symptoms, there is little literature 
discussing change fatigue in detail. While some works refer to the construct 
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(Burbank, 2000; Phillips, 2007; RWA Consultants, 2006; Schlossberg, 1989, 1994), 
only one book was specifically focussed upon change fatigue from a change 
practitioner’s viewpoint (Scott-Morgan et al, 2001). The book was written by four 
management consultants in the Arthur D. Little company, which consults to large 
organisations world-wide on issues of corporate change, and was based on their own 
work over seven years. It detailed four ways to structure an organisation so as to 
obtain the most from its goals, staff, and management styles. However, it offered no 
practical solutions to the issue of change fatigue, and simply suggested that a well-
managed change to one of their recommended organisational structures would help 
to reduce fatigue. The fact that these recommendations were based on the experience 
of the authors as change management consultants gives it some credibility for a 
practicing change manager, but its lack of other research to inform its claims still 
leaves a large gap in the field of literature on change fatigue. 
 
An article specifically on change fatigue (Beaudan, 2006), assumes that change 
fatigue is normal and a foregone conclusion in any large-scale organisational change 
project. Throughout, Beaudan uses the metaphor of an aeroplane’s flight as the 
indicators of whether all is well with the change effort, particularly at the critical 
point near the flight point’s apex known as the stall point, where the engines 
powering the flight will stall unless they are given more power. Beaudan identifies 
six signs of change fatigue at the stall point for a project: cynicism, high staff 
turnover, secretiveness, reallocation of resources, impatience and disengagement. 
From this list, he suggests that a mid-stream reassessment of a project’s goals, speed, 
metrics, impact and case for change is healthy as part of a wider consideration of 
available energy levels and casualties that have occurred after a project’s initial 
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enthusiasm has worn off. Again, however, there are no specific strategies discussed 
for exactly how to deal with any people-based issues that have arisen during the 
change. Phillips (2007) also assumes that change fatigue is normal and should be 
expected. 
 
As Henry (2007, p. 195) points out, “people are more likely to react adversely 
to change if there has been no consultation with staff, and then they become 
demotivated if they don’t agree with or like the change. Demotivation then leads to a 
decline in productivity which has a direct impact on the bottom line”. Of course, 
within the context of this research, the realm of higher education, it is more difficult 
to identify impacts to the bottom line than it is in a commercial business. This means 
that there is often no direct way to link a poorly managed change to a specific 
organisation-wide indicator. In addition to gathering feedback from staff satisfaction 
surveys where they exist, more subtle indicators would need to be used, such as staff 
turnover or increases in leave (both paid and unpaid), to indicate where change 
resistance has become change failure. 
 
There is a growing body of literature around the area of change failure, 
particularly in the fields of project management and IT implementation. Consensus is 
quite widespread that the causes of failure are usually related to a lack of readiness, 
willingness and ability to implement the change. As Pinto (2002, p. 24), talking 
specifically about project management in an IT context, put it, “three factors affect 
probability of failure: maturity of the technology, complexity and dependency. The 
degree of project maturity implies that the technology is well known, complexity 
refers to the technical sophistication of the development, and dependency determines 
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the degree to which the project’s development is tied to other, on-going projects.” 
Hodgson and Cicmil (2007, p. 148) are even blunter in their recommendation that 
project management as it matures needs to “rethink definitions of project success 
beyond time, cost and quality performance to encompass work-life balance, societal 
impacts, health and safety, and other concerns more widely.” This position, 
recommending that it is important to look beyond the project activity as a process 
and begin looking at the impacts on the individual, is echoed by other authors as 
well.  
 
Fincham (2002), for example, used the same example as Drummond and 
Hodgson (2003) – two implementations of new electronic stock trading systems at 
the London Stock Exchange, one which failed followed by one which succeeded – 
but each author has a very different focus. While Fincham (2002) attributed the 
successful implementation to good project management, Drummond and Hodgson 
(2003) talked about its success being due to cultural factors and the way the sponsors 
supported the staff during the second implementation – in part, the way that they 
tried to reduce people’s experiences of change fatigue. 
 
Change fatigue as a specific focus within the area of organisational change 
management has only begun to attract attention since the 1990s, so little research has 
been undertaken on the causes or solutions for it. It must be noted, as discussed 
above, that change fatigue has its outcome and impact on actual people, not on 
positions or processes. It affects the whole person, including her or his life beyond 
the workplace. It is therefore vital to identify cases of change fatigue and solve them 
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as rapidly as possible, in order to maintain the ongoing effectiveness of the staff 
involved. 
 
One field in which the literature has addressed change fatigue is that of health, 
and particularly nursing. As this is a profession with a large stake in interpersonal 
activity, it is logical that there should be a growing body of knowledge to help 
nursing staff cope with change, and change fatigue (Garside, 2004; MacIntosh et al, 
2007; McMillan & Perron, 2013; Reineck, 2007). Similar conclusions are reached by 
those writing about change fatigue in nursing as in other fields such as business and 
information technology, as noted above. 
 
Generally, the literature about change fatigue seems to agree that it is caused 
by changes that happen too quickly for people to cope with, changes that are not 
managed well, or with one change following too quickly after the last, with no time 
for recovery (McCann, 1999). In one interview with a senior member of the 
University that I conducted as part of a mid-term review on the two projects that 
became the basis of this study, the interviewee suggested that change fatigue was 
closely linked to the lack of recovery plateaus as seen in the current view of Lewin’s 
Three-Phased Change Model depicted in Figure 2.1 above, where current change 
processes create a pyramid with no recovery plateaus rather than a ziggurat with a 
recovery plateau after each change effort. See Appendix A for the discussion paper 
resulting from that review. 
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Following that thread of logic – if change is happening too quickly, too 
intensively and without respite – then it seems obvious that there have to be ways to 
reduce the change fatigue that is felt by people involved in these too quick, too large, 
too soon changes. Although talking about organisations, Handy’s (1999, p. 126) 
statement is also true of people – “if you’re no use to anyone [because you’re burned 
out from change fatigue], you can’t survive.” The logical solution – to slow down the 
number and pace of the changes – isn’t likely to happen in an organisation and sector 
where change is occurring more and more frequently. So, there have to be other, non-
organisational, non-sector based options.  
 
There have to be people-based solutions to the problem. In the past ten years, 
one possible people-based solution to the problem of change fatigue has emerged in 
the organisational change management literature – a concept called change 
resilience.  
 
2.1.2   Change Resilience 
 
Resilience is defined by the Cambridge Dictionary (2012) as being “able to 
quickly return to a previous (good) condition”. Others have used similar, but slightly 
different definitions to focus on particular elements of psychological, spiritual, 
emotional or physical resilience. For example, Lowenthal (2001, p. 169) examined 
at-risk youth, and defined resilience as “the ability to bounce back from adversity.”  
 
Expanding upon the varied definitions currently in the literature, for practical 
use in this research, change resilience is therefore defined as the ability to return to 
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the mental, emotional, and/or physical condition that existed before the change 
occurred. That the previous state was positive remains implicit within this definition. 
 
Although many authors discuss ways to manage change processes, few refer 
specifically to the development of change resilience, presumably because it is still a 
relatively novel concept in the field of change management. It is, however, a “hot 
topic in business” (Coutu, 2002, p.1), nursing (Garcia & Calvo, 2011; Jones, 2012; 
Powell, 2013; Stephens, 2013) and psychology, where its implication is to be ready 
for a negative, such as in Showers and Zeigler-Hill’s (2007, p. 1182) definition of 
resilience as “being prepared for the worst.” For example, Burton, Pakenham, and 
Brown (2010, p. 268) equate resilience with both physical and psychological well-
being. They describe a program, developed from the literature in the fields of 
psychology and health, that was piloted at a large urban Australian university, and 
which looked at “five key resilience protective factors … (1) positive emotions; (2) 
cognitive flexibility (e.g. acceptance); (3) life meaning; (4) social support; and (5) 
active coping strategies (including physical activity).” 
 
While not discussing change resilience specifically, some authors in the late 
twentieth and early twenty-first centuries have discussed paying attention to the 
emotions of people involved in change, which is a part of the definition of resilience 
being used here (Atkinson, 2003; Bartsh, 2000; Bender, 1997; Blake, Mouton & 
McCanse, 1989; Coutu, 2002). Many of these studies build on seminal work on the 
importance of empathy in managing effective change (Kirkpatrick, 1987), or on 
psychological models of resilience building on meaning therapy, which was devised 
in Nazi concentration camps including Auschwitz by Frankl (1963) and is described 
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in his seminal and still-influential book Man’s Search for Meaning. Sandler (2008, p. 
174), for example, describes a “hardy response” to stress which is found in people 
with high levels of four personal characteristics: Commitment, Challenge, Control, 
and Connection, while Covey (1999, p. 221) suggested that “being stress-hardy 
comes from a deep sense of purpose and meaning.” But resilience is not only a ‘hot 
topic’ in the literature on change management. 
 
On Sunday 03 February 2013, a search of the EBSCOhost Academic Search 
Elite database, limited to a date range of 01 January 2001 to 03 February 2013 and 
only looking for full-text and scholarly (peer-reviewed) papers, revealed 567 articles 
containing the keywords of both change and resilience. Further limiting revealed that 
the majority of articles were in the areas of the environment and climate change, or 
medical and mental issues, as shown in Table 2.1 below. 
Table 2.1   
Resilience by additional keywords, February 2013 
Additional Keyword Number of Articles (of 567)  
with some duplication across keywords 
Environment 241 
Climate 138 
Family 103 
Mental* 98 
Stress 96 
Medic* 96 
Work 90 
Child* 89 
Sustain* 73 
Cop* 69 
Agricultur* 36 
Adolescent 32 
 
Analysis of the 69 articles on coping (additional keyword cop*), as shown in 
Figure 2.2 below, revealed only one on coping with change in the workplace 
(Burton, Pakenham & Brown, 2010), and, as described above, even that had a strong 
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psychological focus. The remaining 31 articles were about environmental change, 
youth and families, or stress and other medical conditions.  
 
Figure 2.2. Analysis of 69 articles on change, resilience and coping – 03 February 2013. 
 
That does not, of course, mean that there are not lessons to be learned from 
these articles in other areas. Buikstra et al (2010) are referring specifically to rural 
communities but their comments and findings can also be applied to organisations if 
one takes the view that an organisation is simply a different form of community. 
Sterling (2010) describes a hierarchy of sustainable resilience from survival through 
security to well-being. While learning lessons from other fields is valuable, it does 
not explicitly help with an investigation into change resilience, particularly since, as 
Burton, Pakenham, and Brown (2010, p. 266) note, “there is little research [on 
promoting] resilience in adults.”  
 
Expanding the review backwards in time revealed two additional articles that 
focus specifically on change resilience, both of which were written in the 1990s. 
Conner (1993) discussed change resilience in terms of preventing Toffler’s future 
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shock. The article presented resilience as the ability to assimilate changes effectively, 
and suggested that change resilience can simply be increased by learning how to 
assimilate more changes in a shorter time frame – a somewhat circular argument with 
little practical advice for change managers to implement. 
 
Hagevik (1998), on the other hand, was writing to provide practical career 
advice to health care professionals. She took an approach influenced by Bridges’ 
Transition Model, and suggested that change resilience consisted of six key personal 
elements – the ability to be: multifaceted, positive, focussed, flexible, organised, and 
proactive. She recommended increasing resilience by defining success for yourself 
and the job you are doing; seeking feedback (360° if possible); seeing change as a 
process; and planning for the change. While the article is useful from a practical 
point of view, it has been written as personal opinion only, and has no cited research 
to back up its common sense claims. 
 
Following Hagevik’s logic, the concept of change resilience is therefore 
strongly related to Bridges’ Transition Model of change management (1991, 2003), 
which is concerned with assisting people to traverse changes, rather than focusing on 
how to create and manage the changes themselves. Day and Schmidt (2007, p. 65) 
suggest that resilience is related to both “moral purpose” and “a concern for 
promoting achievement”, which I would argue are both intrinsic qualities of a 
person. Despite Day and Schmidt’s (2007) stated assertion that resilience is not 
innate, I would argue that resilience IS innate, a position supported by Liu, Englar-
Carlson, and Minichiello (2012).  
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Of course, a person’s level of resilience and what specific events they are 
resilient to will vary from person to person and indeed within an individual 
depending on the circumstances in their life at that particular moment, as even an 
innate quality can be impacted by external factors. This view is supported by one of 
Tynan and Lee’s (2009) respondents, who asserted that the ability to embrace 
changes is more a part of him than the result of any external factors.  This 
perspective, that while resilience may be an innate aspect of a person’s totality it is 
also something that can be learned, is supported by Coutu (2002). So, to differentiate 
what I am talking about in this thesis from other constructs of resilience in the 
literature, I will refer to personal change resilience – the combination of a person’s 
innate and learned or externally supported ability to return to the mental, 
emotional, and/or physical condition that existed before the change occurred – for 
the remainder of this thesis. 
  
Support for personal change resilience should therefore assist people in 
traversing and recovering from the organisational changes that are imposed upon 
them, whether those changes are imposed with or without their full cooperation. 
However, specific support activities for personal change resilience have not been 
explicitly detailed in current organisational change management literature – 
resilience is the end-point or solution to problems encountered during change 
processes (Brown, 1996). Even current authors in the field of resilience are writing 
about the resilience of the leaders rather than that of those being led. Although, of 
course, the lessons for improving a leader’s resilience – trust, communication, 
exercise, a healthy diet, spiritual renewal, and participation in “supportive 
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professional networks” (Farmer, 2010, p. 2) – will often apply to everyone in an 
organisation anyway. 
 
So, returning to the current-change-as-a-pyramid image from Figure 2.1, 
Figure 2.3 below shows the three forces in action during organisational change. 
Resistance can be likened to the force that is felt in climbing the pyramid of change; 
like the downward pull of gravity, it is actions (and inactions) that try to prevent the 
change from happening. Fatigue can be likened to the physical feeling of exhaustion 
that is felt in climbing the pyramid of change – another force preventing the change 
from happening. Resilience, on the other hand, is the supporting force (physical, 
emotional or mental) that gets the climber to the top of the pyramid, and that 
therefore helps the change to occur.  
 
Figure 2.3. Forces in action on the pyramid of current change. 
 
2.1.3   The Gap in the Literature Around Personal Change Resilience 
 
As has been argued thus far, current models of change management need to be 
reviewed and revised to include a twenty-first century perspective on the people 
involved. As the world acknowledges its entry to what futurists Alvin and Heidi 
Toffler have termed the Third Wave, or the knowledge economy, anything designed 
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for the Second (or industrial) Wave needs to be reviewed, including training and 
education. Traditional mass methods of training are being questioned, because “the 
rising Third Wave constituency is highly diverse. It is de-massified. It is composed 
of individuals who prize their differences” (Toffler & Toffler, 1995, p. 12). The time 
is therefore right to investigate whether traditional classroom-based training is 
effective in helping people to cope with change at work, or whether other methods 
may be more appropriate in the new information age.  
 
To generalise about current change management practice, then, the following 
model in Figure 2.4 summarises the general process of change management and 
identifies the gap in the literature around change fatigue. 
 
Figure 2.4. Change management process and the gap in the literature around personal change 
resilience. 
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The connections in Figure 2.4 are solid when they follow the standard process-
driven path, towards the left hand side of the model. The problem lies in the people 
side of the model on the right hand side, where attention does not appear to be being 
paid.  
 
This gap in the literature is relatively small, as change resilience is a tiny part 
of the whole solution to the problems that people face in coping with large-scale 
change at work, let alone more broadly in their lives. But, following Clausius’ 
Theorem (1862) to the Second Law of Thermodynamics, any change process is 
irreversible – any imperfections in the model, over time, will increase – anything 
impacted by a lack of change resilience will also begin to wear away. The gap in the 
literature therefore only has two possible futures – it can get larger and more chaotic 
as it affects more and more people, or it can be closed. Stability, or maintenance of 
the gap in its current state, is not an option. The goal of this research is to begin the 
process of closing the gap in both the literature and in practice by developing an 
understanding of the factors that impact upon an individual’s ability to cope with 
large-scale organisational change in the workplace. 
 
According to Marris (1986, p. 150), “There is some evidence that an 
accumulation of personal changes, even if they are all desired, can provoke a 
breakdown in health.” Logically, the same can occur from organisational change, 
particularly where the training has not been designed with the participants’ needs in 
mind. 
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In addition to the personal change issues, there are issues of how change is 
conducted in general. “There is often a sense, especially within organisations that 
have recently undergone major changes, that management ought to understand how 
everyone is feeling without having to ask” (Czerniawska & May, 2004, p. 102). This 
study is an opportunity to ask, in order to find a better way for future changes to be 
managed and enabled through reduced change fatigue and resistance and increased 
change resilience. It is an opportunity to admit the voices of the managed to the 
literature, particularly in the fields of training and organisational change, and to look 
both more broadly and more deeply at how large-scale organisational change 
intersects with other areas of literature in order to develop a theoretical model to 
guide this research. And that model must be placed with the contextual field of this 
research – higher education in Australia at the turn of the century. 
 
2.2   The Research Context – Higher Education in Australia 
As previewed in Section 1.2 Context, the field of higher education in Australia 
is in an almost-constant state of flux, resulting in part from growing student numbers. 
In Australia, the majority of higher education students in the country undertake their 
studies at public institutions (Department of Industry, Innovation, Science, Research 
and Tertiary Education, 2012). These public institutions are largely funded by, and 
therefore subject to the requirements of, the Australian Federal Government, which 
tends to change not only when the governing political party in the country changes, 
but also when there are reshuffles and changes to ministerial responsibilities within a 
government’s term of office, with concomitant funding changes. Ultimately, 
therefore, the state of higher education depends upon the priorities that are afforded 
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to higher education by the government of the day, as well as by the state of the 
available capital in a nation’s economy.  
 
As Bourdieu (1986) argued, most human activity boils down to the 
accumulation or expenditure of capital in one form or another. He suggested that in 
addition to economic capital there was also cultural capital, which depended upon 
factors such as birthright and education, and which could generally be traded upon in 
order to improve one’s economic status. Higher education is in the business of 
institutionalised cultural capital, as it produces the qualifications which are embodied 
in its graduates – the holders of the cultural capital – and which can be traded upon to 
obtain a better job.  
 
However, the simple possession of cultural capital such as a degree 
qualification does not mean that the holder of that capital will have the agency 
(Bandura, 1989) to act. In the same way, merely having a qualification may not be 
sufficient – one may hold a Certificate IV in Workplace Assessment and Training but 
that does not make the holder an excellent trainer. The institutionalised cultural 
capital of a qualification requires the holder to develop their skills until they are 
embodied and enacted; in other words, until the holder has the skills and self-efficacy 
(Bandura, 1977) to be able to act. So there is, not only in higher education but in any 
business enterprise, a need for three-way support for action, as shown in Figure 2.5 
below. 
 
 Chapter 2: Literature Review 55 
 
Figure 2.5. Requirements for successful action. 
 
As part of this move towards successful action, globally, in the last decade, the 
higher education sector has experienced a shift towards ensuring that each country 
produces enough workers for the future (Cavanagh, 2004; Manzoni, 2005), as well as 
towards being more like a business (Chaston, 2012; Coble, 2001; Tierney, 2003a). 
This shift is also being seen in Australia, nationally through the inclusion of the 
Australian National Training Authority under the umbrella of the Federal 
Department of Education, Science and Training from mid-2005 onwards 
(Wheelahan, 2004), and in individual states through activities such as the Queensland 
State Government’s investigation into the skills that workers in the so-called ‘Smart 
State’ will need in the future (Barton, 2005; Department of Employment and 
Training, 2005; Lam & Lidstone, 2007).  
 
In Great Britain, there were concerns expressed almost every week of early 
2005 in the Times Higher Education Supplement about budget cuts leading to 
closures of faculties of Science, Engineering and Mathematics at various universities, 
with prominent academics, politicians and business leaders stating that those faculty 
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closures would lead to a lack of skilled workers in the future (Times Higher 
Education Supplement, 2005). In the United States of America, the Chairman of the 
Federal Reserve Bank, Alan Greenspan, told members of the House Education and 
the Workforce Committee in March 2004 that there was a need for the country to 
produce more skilled workers for the future, capable of taking complex roles and 
producing innovations in business (Cavanagh, 2004).  
 
One example of this requirement for the ability to handle complexity has been 
the climate of change in Australian higher education, largely brought about by 
significant shifts in the administration of the Australian tertiary education sector over 
the past ten years. Kim (2012, p. 1) notes that “the obstacles … [higher education] 
leaders face … [are] a powerful status quo … limited resources … [and] the 
necessary leadership skills.” Mary O’Kane, who resigned in 2001 as Vice-Chancellor 
of Adelaide University, stated a decade ago that there were “super stresses in the 
sector” (Illing & Plane, 2001, p. 33). This view is echoed by other authors who see 
constant changes in the higher education sector across the world (Kiley, 2012a,b; 
Popenici, 2012; Redden, 2012; Sanderson, 2000; Tynan & Lee, 2009). According to 
Minogue (2006, p. 2), “the 20th Century university is trying to play serious catch-up 
in new markets – adults, women, diversities, the under privileged – while using the 
same mentalities that allowed them to attract the 18 to 25 year old male.” At the 
same time, the deregulation of the Australian higher education market has resulted in 
almost half of the higher education providers being private rather than publicly-
funded (Lane, 2012), although there has not been a concomitant shift in the share of 
the market, with the vast majority of students, both domestic and international, 
attending publicly-funded institutions. This means that the entire university sector is 
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in the midst of flux, and that more and more attention is being paid to how it can 
cope better with the management of large-scale change, in part because of the 
growing number of student enrolments in recent years, only growing three percent 
from 2001 to 2006, but 25 percent from 2006 to 2011, while “the overall population 
grew by just 8 percent during this period” (Ross, 2012, p. 23). 
 
In a review of the state of the higher education sector in Australia in the late 
twentieth century, Coaldrake and Stedman (1998) concluded that many Australian 
universities were having difficulty coping with this changing situation, resulting in 
the higher education system in Australia being constantly on the ‘back foot’ in 
explaining its value and purpose, and arguing its case for better funding. And, as 
noted above, that funding largely comes from the Australian Federal Government, 
which has had to cope with its own changes over time. 
 
Over the past 20 years, there have been several significant government changes 
and initiatives which have impacted directly on the higher education sector in 
Australia, since universities were made available to any student who was willing to 
either pay up-front or defer payment through a federal government loan from 1989 
onwards. As shown in Table 2.2 below, there have been seven Ministers responsible 
for higher education, eight changes of government department responsible for higher 
education, and three changes of party in charge of the government between 1993 and 
2013.  
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Table 2.2  
Changes in Australian Federal Government responsibility for Higher Education 1993-2013 
YEAR MINISTER DEPARTMENT POLITICAL PARTY 
IN POWER 
1993-1995 Kim Beazley Employment, Education 
and Training (DEET) 
 
Australian Labor Party 
1996-1997 Amanda Vanstone Employment, Education, 
Training and Youth 
Affairs (DEETYA) 
 
Liberal Party Coalition 
1997-2001 Dr David Kemp Education, Training and 
Youth Affairs (DETYA) 
 
Liberal Party Coalition 
2001-2007 Dr Brendan Nelson Education, Science and 
Training (DEST) 
 
Liberal Party Coalition 
2007-2010 Julia Gillard Education, Employment 
and Workplace Relations 
(DEEWR) 
 
Australian Labor Party 
2010-2012 Chris Evans Industry, Innovation, 
Science, Research and 
Tertiary Education 
(DIISRTE)  
 
Australian Labor Party 
with support from three 
independent members 
2013 Chris Evans Industry, Innovation, 
Climate Change, Science, 
Research and Tertiary 
Education (DIICSRTE)  
 
Australian Labor Party 
with support from three 
independent members 
2013 Christopher Pyne Industry Liberal Party Coalition 
 
As discussed in Section 1.2, Context, there have been four significant reports 
directly focussed upon changing the Australian higher education sector (Bradley, 
2008; Karpin, 1995; Nelson, 2002; West, 1998), and three changes to the regulatory 
authority associated with the quality and accreditation of higher education 
institutions – from none, to the Australian Quality Universities Agency to the 
Tertiary Education Quality Standards Authority. Alderman (2013) discusses in detail 
the impacts of these reports and quality agency changes on the national level of 
higher education in Australia over a critical decade of recent changes, while Renner 
(2003) investigates organisational-level impact of nationally-imposed changes. All of 
these changes have resulted in outcomes intended to change the way that higher 
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education in Australia functioned, from recommendations on how Universities could 
better prepare graduates for management roles, through industry-wide changes 
impacting the entire regulatory environment for higher education in the country, to 
the imposition of greater government control over the activities of universities even 
as less federal funding is provided to those institutions. 
 
Within this political context, therefore, the field of organisational change 
management is becoming an area of increasing interest and investment for higher 
education in Australia (Coaldrake & Stedman, 1998). The sector, nationally, 
manages change through the vehicles of Reviews and Audits for quality assurance 
and benchmarking (Alderman, 2013; Tertiary Education Quality Standards Agency, 
2012). Institutions use internal Reviews for quality assurance and benchmarking, and 
Restructures and Projects as vehicles for change.  
 
As Derrick (2012, p. 33) opines, “Australian universities are assigning metrics 
to justify cutbacks and redundancies that have more to do with meeting 
organisational, financial and political goals than creating a culture of research and 
teaching excellence.” She goes on to argue that metrics can be applied to change in 
higher education, but that care must be taken and that engagement with the academic 
body, including bibliometricians and other staff at the institution, is recommended in 
order to ensure a “culture dedicated to excellence.” 
 
However, it seems that in many cases these cultural changes in pursuit of 
excellence are being managed badly, usually for one of two key reasons. Given that, 
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as Thackwray (2007, p. 52) puts it, “there are many cultures within a university. One 
size does not fit all and any attempt to make it so will ultimately fail.” Firstly, there is 
often a culture of promotion from within – the staff members involved have often 
had no experience in managing change, but are given responsibility for it because 
they have contextual subject-matter experience within the organisation. As 
Greenwald (2012, p. 1) notes, “collectively, the parts of a college are, after all, 
smarter than the central administration.” Secondly, in institutions which recognise 
that promotion from within is not the answer, the change manager may be a 
consultant brought in to do the job because of their process experience managing 
change elsewhere, in which case they have no idea how the organisation actually 
operates day-to-day, and no basis for determining the overall impact, effect, and 
effectiveness of the changes they are introducing. It seems to be rare to find both 
contextual and process expertise together, a conclusion that can be extrapolated to 
the cultural context of the wider society to which the university is inextricably linked 
(Travers, 2001).  
 
As described in Section 1.2 Context, one of the reasons for selecting the two 
projects being studied in this research was that they had different approaches to 
training, reflecting their different perceptions of the organisational culture of Omega 
University and therefore their different approaches to change management and the 
support of personal change resilience. Within this context of frequent external 
change, it is therefore appropriate to briefly discuss approaches to training for 
organisational change that can be applied in the Australian higher education sector in 
the second decade of the twenty-first century in order to help mitigate the issues of 
change fatigue and change resistance and support personal change resilience. 
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2.3   Training 
In a 2005 survey of British Human Resource professionals, change 
management was rated as one of the top five issues for trainers for the coming three 
years (Onrec, 2005), while Dell (2012a) suggests that employees across the world are 
demanding more input into their choices of IT equipment, illuminating the 
intersection of the fields of change management, IT and training for work. Such 
training for work-readiness is largely undertaken within the broad umbrella of adult 
or continuing education. 
 
2.3.1   Adult Education 
In contrast to children, who are required to stay in the school system until they 
are 15 years of age in Australia, adults usually make an informed choice to continue 
their education, either in higher education or in the workforce. Although motivation 
is complex in individuals, at the broadest level adults tend to choose to learn for one 
of two motivating reasons: 
 
1. Extrinsic motivation – because the learning will bring them some reward, 
such as a promotion or pay rise, or they are required by someone else to 
undertake the learning, or 
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2. Intrinsic motivation – because the learning will be the reward, through 
personal development. Students who seek this route are often referred to as 
Life Long Learners, although that title is also given more generally to 
adult learners, including those improving their work-relevant skills 
(Delahaye, 2000, 2005). As Fujiwara (2012) found, participants in learning 
as adults often have positive effects on other areas of their life and general 
well-being as a result of participating in some adult education, including 
improved health, greater employability and better social relationships. 
 
From the first writings of Malcolm Knowles in the early 1970s, theories of 
adult learning have tended to emphasise the fact that adult learners are different from 
child and adolescent learners because adults are motivated differently to learn – 
having choice rather than compulsion, and having different levels of maturity, 
perspective and autonomy (Knowles, 1990; McDougall & Davis, 2011; Rogers, 
2002).  To generalise again, learning in adults tends to occur either from the 
absorption of experiences (Swap, Leonard, Sheilds & Abrams, 2001) or from 
participation in activities (Schroeder, 1993). However, the experiences being learned 
from do not necessarily have to be those of the individual learner – we learn from the 
mistakes and achievements of others as well as we do from our own (Delahaye, 
2000, 2005; Tracey, 2005).  
 
How experiences are assimilated, remembered and recalled by learners will 
depend on how the material is presented, which depends in some ways on the 
preferred learning style(s) of the learners (Cotton, 2004; Denig, 2004; Dunn, 1998; 
Honey, 2003; Kolb, 1984). While all types exist in balance across the spectrum of 
human beings, that balance is not a perfect equilibrium with each type equally 
represented. A study of American higher education students in the early 1990s 
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revealed that 60% of students were classified as Sensing – learners who prefer 
reasons for activities and concrete learning tasks, compared with only 40% who were 
classified as Intuitive – learners who prefer to focus on ‘big pictures’ and creative 
possibilities (Schroeder, 1993). Other classifications of learners’ preferences look at 
whether the learning is surface or deep (Biggs, 2003), and what the intended learning 
outcomes may be as is discussed further below in Section 2.3.2. Evaluation. It is 
therefore important that training developed for the workplace takes account of the 
various elements of learning styles that can exist, and a good trainer should do this 
(Forman, 2003; Sanders, 2004). 
 
Improvement of skills used at work, including those needed to keep pace with 
advances in technology, is often a motivating factor for employers to encourage staff 
to attend training (Cavanagh, 2004; Lee, Dolezalek, & Johnson, 2005; Livingstone, 
2003). Regulatory requirements, particularly in areas such as workplace health and 
safety, also create a need for training at work, although this is not always welcomed 
by workers (Coaldrake & Stedman, 2013; McWilliam, 2002). One common way to 
do this is through what Sharples, McAndrew, Weller, Ferguson, FitzGerald, Hirst, 
Mor, Gaved and Whitelock  (2012) call rhizomatic learning opportunities. As they 
describe it, rhizomatic learning is owned by the holders of the knowledge within the 
community, and is shared in ways that suit the culture of the organisation. In other 
words, agency may be given to some staff members to be the keepers of a particular 
set of knowledge on behalf of everyone, as many institutions do with workplace 
health and safety knowledge. 
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This emphasis on people within organisations has largely grown from the field 
of Human Resources, and particularly from theories of Organisational Development 
(Learmonth, 1993; Wright & McMahan, 1992). Generally, in Organisational 
Development, there are two types of training styles that are in common use: training 
in advance of using the skills or knowledge, and training as it is needed, also known 
as just-in-time training. 
 
Training in advance of use is the traditional method of training in 
organisations, where an assessment is made, usually by a manager or an external 
body, that training is needed in a particular area. Staff are then identified and sent to 
the training, in a typically pedagogical approach to learning, using the term pedagogy 
in its literal meaning of teaching a child, with its associated power balance being all 
in the hands of the teacher. A particular problem with this style of training is that, as 
Chaudron (1995, p. 12) noted, “trainees often leave the classroom without a plan to 
use their newly learned skills. Employees also tend to be trained en masse, 
sometimes before they are fully prepared.” 
 
In contrast, Just-In-Time Training is a method based on Knowles’ (1990) 
principles of adult education melded with Taiichi Ohno’s efficiency management 
process (Ohno, 1982; Ohno & Mito, 1986). Just-In-Time approaches include 
methods from learning and teaching principles of both andragogy, where the teacher 
is still the holder of knowledge but the learner is treated as an adult, and heutagogy, 
where the learner is the one in control of seeking the specific knowledge they need 
(McAuliffe, Hargreaves, Winter, & Chadwick, 2009). Just-In-Time training 
empowers trainees to access the trainer and other information available as and when 
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they, the trainee, actually need it. While Just-In-Time training is generally delivered 
via the Web or other electronic means (Holton, Coco, Lowe, & Dutsch, 2006; 
Weintraub & Martineau, 2002), it can also occur through in-person training, either 
one-to-one or one-to-many (Winter, McAuliffe, Hargreaves, & Chadwick, 2008; 
Winter, McAuliffe, Chadwick, & Hargreaves, 2009). This approach is close to the 
one described by Redding and Kamm (1999) as providing a small bite of information 
that is immediately applicable. 
 
While Just-In-Time training can be more expensive initially, requiring a trainer 
to be available at all times, the advantage gained by having participants obtaining 
information when they are ready to use it can more than offset that ongoing cost. It 
may also provide an answer to Tynan and Lee’s (2009) call for re-thinking current 
approaches to professional development in higher education. In addition, the term 
Just-In-Time is becoming more common in business and educational usage, although 
it is more commonly used to refer to the allocation of money, manufacturing, 
scheduling and meeting time rather than training (Darlow, 2012; Vincent, 2011; 
Wiley, 2010). 
 
The advantages of a Just-in-time approach to workplace training learning – 
immediacy, contextualisation and learner motivation (Arnett, 2002; Delahaye, 2000, 
2005) – may be found to outweigh its higher financial cost of having a trainer ‘on 
call’ all of the time (Bersin, 2003; Rae, 1997; Sambataro, 2000). The balance of 
advantage to disadvantage is generally measured through the program evaluation, 
which may look at whether the training meets the needs of the learners, employers, 
and organisations or, in some cases, the state or nation. 
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2.3.2   Evaluation 
A key determinant in whether any training is successful is provided by its 
evaluation. Evaluation is the process of asking questions to identify areas for 
improvement (Cook, 2003). Evaluation is important because it provides information 
back to the stakeholders on what has occurred and what can be improved. There are 
generally two main foci for evaluation: the learner and the training.  
 
Evaluation of the learner generally occurs through assessment, where there are 
two separate models in use. The first is in terms of the learning experience for the 
student, and diverges to either being formative – relating to the formation of the 
student’s knowledge/skills/abilities, generally during the training/class, or summative 
– relating to the summary or final presentation of the knowledge/skills/abilities at the 
end of the class/training. The other learner evaluation model relates to how the 
student is assessed – these models are either normative, where the individual learner 
is compared with the rest of the class using a model such as a standard distribution, 
and ranked accordingly, or competency/criterion-based models, where the student is 
compared to an independent set of standards and generally have their ability to 
undertake set tasks described as either competent or not yet competent. Where the 
learner is not yet competent, the evaluation identifies specific areas of knowledge, 
skills or abilities that need to improve for the learner to be graded as competent 
(Australian Institute of Management, 2002; Australian National Training Authority, 
1999; Stacey & Wilson, 2003).  
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Evaluation of the training often requires more complex methods, and there are 
many theorists writing in the field and providing models to follow. Some suggest a 
mix of learner and program evaluation, such as the immediate reaction, validation of 
learning, application of learning and measurable business results (Coverdale, 2003), 
or intentions-implementation-outcomes (Jackson, 1998), while others discount the 
learner’s reaction in favour of application and business outcomes as the only useful 
evaluations of a program (Hamilton, McCaffrey, Stecher, Klein, Robyn, & Bugliari, 
2003). Some authors suggest the consideration of equity issues such as access and 
the cost of the program as a key component to be evaluated (DeVolder, 1996), while 
others suggest that the field of evaluation is in constant flux (Morell, 2010). For the 
evaluation of social policy, Berk and Rossi (1999) suggest a six-staged sequence of 
issue identification, formulation of policies, design and improvement of programs, 
assessment, and evaluation of cost-effectiveness. Still others suggest that informal or 
developmental evaluation techniques (Patton, 2008; Williams, South, Yanchar, 
Wilson, & Allen, 2011) are useful for practitioners and developers of training 
modules. 
 
These models all suggest that the evaluation should be a considered part of any 
training program, ideally during and following a development cycle rather than 
occurring in isolation. The following model is proposed here as a good summary of 
the evaluation cycle, which could inform the planning, implementation and review of 
any activity: 
1. Identify the overall purpose(s) of the evaluation – why are you evaluating 
this? 
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2. Identify stakeholder(s) (students, Unit Coordinator, supervisor etc) – who 
needs to give input or receive the report at the end? 
3. Identify key questions – what do you really want to find out?  
4. Choose evaluation instrument(s) and corresponding data analysis 
technique.  
5. Apply instrument(s) – conduct the evaluation. 
6. Analyse the data – what were the answers to the key questions? Where can 
/ will you improve as a result?  
7. Present the data to the identified stakeholder(s). 
8. Plan the next evaluation.  
(Create Learning, 2006; Learning Technology Support Service, 2006). 
 
As the cycle shows, there is flexibility in both the timing and participants in 
any evaluation. Evaluation can occur at several points: before the training; during the 
training; immediately after the session, which is linked to Coverdale’s (2003) 
immediate reaction; upon application of the learning, which generally occurs back in 
the workplace; or even later, after the full implementation has occurred (Berk & 
Rossi, 1999). Evaluation can occur in the workplace, in the learning environment, or 
in any other space that suits the evaluation model/style being followed. Evaluations 
can be conducted by the trainer, the learner, the trainer or learner’s supervisor, co-
workers, or other third parties such as other trainers (Dutceac, 2012; Stake & 
Schwandt, 2006). 
 
In my experience, one area that is not commonly evaluated is whether the 
training has any negative effects, such as demoralisation, enhanced disaffection / 
annoyance or even collateral damage, either directly from the training or from the 
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overall change management scheme that is being implemented. As Deal (2007) 
notes, training may tell someone, either inadvertently or deliberately, that their 
current knowledge is not valued. While this area is not often discussed in the 
literature, there are cases where it is clearly required (McWilliam, 2002). 
 
Like any other activity, there will be good and bad evaluations that occur. The 
main differentiating factor between them is likely to be the selection and application 
of a model for evaluation that is suited to the needs of the particular situation being 
evaluated, as detailed in Alkin’s (2004) valuing branch of the evaluation theory tree, 
and how it is communicated (Alkin, Christie, & Rose, 2006). 
 
Guba and Lincoln (1989) and Williams et al (2011) have advocated ongoing 
evaluation as an ideal, but it is not always possible in practice, or even recommended 
practice in areas other than education. For example, evaluation of outcomes after 
completion is considered best practice in the field of project management (Division 
of Technology, Information and Learning Support, 2012; Sowards, 2005; von 
Zedtwitz, 2003), although it does not always occur (Hoffman, 2005). While there is 
no single clear guideline on how long after a project the evaluation of its effects 
should occur, it is generally agreed that between three and twelve months after 
implementation is the ideal time for a full program post-evaluation (Rae, 1997). This 
allows time for the activity to have been embedded (Harachi, Abbott, Catalano, 
Haggerty, & Fleming, 1999), although areas such as Information Technology have 
much shorter evaluation times, sometimes as short as a month (Hoffman, 2005), 
perhaps in order to counter what Cicmil (1999, p. 16) described as organisational 
“fast forgetting.” 
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Within the field of training and organisational development, outside of the 
traditional immediate response sheets conducted at the end of training programs to 
quickly rate the participants’ overall satisfaction with the training, the major 
evaluation technique that has been used historically is the measurement of cost-
benefit analysis (Mark & Henry, 2006) or Return on Investment, a financial 
balancing of program cost and resultant efficiency in work practices (Walker & 
Wiseman, 2006). Other authors in the field have suggested additional evaluation 
methods, including Return on Value, which measures the overall business 
achievement – effectiveness rather than merely efficiency (Rae, 1997), and Return on 
Expectation, which measures the more personal elements of training outcomes, for 
both the participants and their managers (Hodges, 2004). Ultimately, though, all are 
in agreement that evaluation of the outcome in comparison to the cost is a necessary 
part of assuring the quality of the training. 
 
In conclusion, evaluation occurs for both learners and training programs. It can 
occur at any point in a learning experience or training program, with authors and best 
practice divided on whether it is best to evaluate before, during or after, and even on 
how long after. Evaluation can be formative throughout the program/learning 
experience or summative at the end of the program/learning experience. It can also 
be norm-referenced through comparison to other programs/learners or criterion-
referenced through comparison to independent standards. 
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An evaluation of training may not answer the question of effectiveness, though, 
as it is possible to conduct an excellent evaluation that asks the wrong questions of 
the wrong people. In terms of ongoing change management in organisations, training 
is generally accepted as the way to engage workers and bring them along with the 
change (Byrnes, 2004; Masie, 2005; Stewart, 1996). This assumes that training is 
able to change attitudes, which is not at all an easy goal to attain or measure, and it is 
certainly not a common thing to evaluate people’s underlying change fatigue or 
change resistance as an outcome of training.  
 
As evaluation is an avenue for investigating people’s attitude to training, and 
more widely to the changes being introduced which the training is a small part of, it 
may play an important role in determining people’s perception of their ability to cope 
with change. Evaluation of training should be only one part of the overall 
implementation of a large-scale organisational change. It is therefore necessary to 
look for other ways to investigate and encourage attitude change that are outside of 
the direct application of training, including more interpersonal and individualised 
approaches such as mentoring. 
 
2.3.3   Mentoring 
Mentoring is “a developmental relationship outside the normal lines of 
authority” (Rolfe, 2011, p. 12). As a mechanism for affecting behaviour, mentoring 
programs are common in the workplace, usually for new employees and particularly, 
but not only, in the fields of medicine and engineering (Collier, 2012; Jakubik, 2012; 
Rosenthal, 2012; Shiwani, 2007). Mentoring is also commonly used as a training 
method for those entering into management or leadership roles (Abbott, 2012; 
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Robinson & Boulle, 2012; Rosser, 2004). Mentoring is common in higher education, 
both amongst staff and students (Di Pierro, 2012; Fujimoto, 2012; Wasserstein, 
Ouistberg, & Shea, 2007; White, Rowland, & Pesis-Katz, 2012), and is a common 
area of research, such as the Special Issue of the Journal of Cognitive Psychotherapy 
(Block-Lerner, 2012). As Chaston (2012, p. 166) notes, “public sector organisations 
[such as universities] are often multi-department entities in which variation in 
managerial processes being utilised will be encountered.” This variation should mean 
that there is a wealth of organisational experience already available on various 
aspects of university management, including how best to manage changes. And one 
of the best proven ways to share such organisational knowledge is through mentoring 
programs. 
 
While mentoring programs can be either formal or informal (Davis, 2005; 
Duster, 2010; Udeh & Omar, 2009; Utrilla & Grande, 2012), it is important to note 
that their ultimate aim is to use current staff members’ knowledge to provide 
individualised training and support for one another, regardless of where they are 
within the workplace’s formal hierarchy. This will not only provide valuable learning 
opportunities for all involved (Rolfe, 2011; Zachary, 2011), it will also assist with 
increasing the self-efficacy of the staff undertaking the mentoring, which may 
therefore reduce their change fatigue and resistance or increase their change 
resilience. 
 
2.3.4   Self-Efficacy 
Change is most likely to be facilitated when those affected by it have a sense of 
personal self-efficacy related to what is being changed. As Henry (2007, p. 194) 
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notes, “the best way to deal [with change] is to create or hire highly intelligent 
workers, and then enable them to be the best they can be through ensuring they have 
the appropriate resources and training to do their jobs and even excel.” In the 1970s, 
American psychologist Albert Bandura began writing about a concept called self 
efficacy (Bandura, 1977) as part of his broader discussion of social cognitive theory. 
The focus of social cognitive theory is that people can learn new information and 
behaviours by watching other people as they function in a social context – learning 
without necessarily have to do themselves, an intersection of the personal, 
behavioural and environmental. The major premise of efficacy theory was that 
people felt encouraged to repeat and extend behaviours when they experienced 
success, while failure would tend to lead them to choose not to replicate those 
actions. Bandura and others have continued to expand his efficacy theory throughout 
the 1990s, and it now covers areas such as motivation, education, self-development, 
medicine and learning in addition to its roots in psychology (Bandura, 1989, 1993, 
1997; Pajares, 2002). Efficacy is still strongly used in discussing learning, including 
as a way to assess student outcomes (Satherley, 2010; Sutton, Phillips, Lehnert, 
Barton, & Yokomizo, 2011; Varua, 2008). 
 
Efficacy can also be related to the psychological construct of personhood, 
which Liu, Englar-Carlson, and Minichiello (2012, p. 279) describe as “the special 
attributes, attitudes, values, beliefs, and styles that influence how one thinks, feels, 
and behaves.”  They go on to list characteristics of personhood, including an 
individual’s “value system, self-concept, efficacy, resilience, optimism, and 
confidence.” 
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Efficacy is therefore likely to be one of the critical elements in personal change 
resilience, since workers who feel that the training or mentoring they receive 
prepares them for the work they have to do are more likely to cope with doing that 
work than those who have lower efficacy. Both mentoring and training can build an 
individual’s confidence and self-efficacy, so can move participants towards 
creativity, autonomy and empowerment to use their cultural capital (Bourdieu, 1986). 
But this level of empowerment requires support at several levels (Rolfe, 2011, p. 10), 
from the administrative through colleagues to communities of practice and networks. 
And those networks and communities of practice can only build through the 
development of trust. 
 
2.4   Trust 
Trust matters for change because it is only through a trusting relationship that 
people are willing to engage in the vision and needs of another, and travel through 
the change journey with them (Tierney, 2003b). As I began this research journey, I 
theorised that trust would be one of the most important elements in the development 
of personal change resilience, perhaps even the most critical. I was unsatisfied with 
the various definitions and uses of the construct trust that I reviewed in the business 
literature as argued below, so determined that I would have to develop my own 
theoretical model of trust for the purposes of this research. A working definition of 
interpersonal trust within organisational change is therefore developed below through 
a discussion where various definitions and models of trust are provided, and put into 
the context of organisational change management, specifically Bridges’ Transition 
Model (Bridges, 1991, 2003). The discussion concludes with a definition and model 
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of trust for use in organisational change management. Implications for trust within 
organisational change management are also presented.  
 
2.4.1   History and Use of the Construct ‘Trust’ 
One of the earliest remaining written works dealing with trust is Aristotle’s 4th 
Century BCE The Art of Rhetoric. Aristotle (ancient document (1991)) lists the 
ability to trust discerningly – according to the truth – as a descriptor of those in their 
prime. 
 
In the late 1960s and 1970s, the psychologist Julian B. Rotter instituted a new 
wave of interest and writing about the issue of trust. His Social Learning Theory was 
premised on the fact that personal factors, including trust, had a significant influence 
on an individual’s development and socialisation (Rotter, 1972, 1982; Rotter, 
Chance, & Phares, 1972). 
 
The Academy of Management Review dedicated a special forum in 1998 to the 
issue of trust (Sitkin, Rousseau, Burt, & Camerer, 1998), resulting in another 
significant increase in the knowledge and discussion of trust. These articles have 
later been cited in works on trust across several disciplines, including psychology, 
management, advertising, and marketing.  
 
The study of trust has become so divergent and splintered that some authors in 
the field focus on synthesising and reclassifying the work of others (Hosmer, 1995). 
Trust has also become a significant factor in the literature on leadership (Ciulla, 
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1998a-d; Dirks, 2000; Kirkpatrick & Locke, 1996; Kouzes & Posner, 1995; Robbins, 
2000; Zand, 1997) and in higher education (Tierney, 2003b). 
 
Many of these works interlink the importance of trust with team building, 
which is then identified as a core competency of a leader. In addition, these works 
tend to focus on the leader as the recipient, or earner, of another’s trust. Robbins, 
however, details a list of actions that a leader should undertake in order to build 
trusting relationships. Honesty, consistency, openness, and competence are among 
those actions recommended as precursors to trust (Robbins, 2000). 
 
2.4.2   Antecedents and Outcomes of Trusting 
Before trust, several authors agree that there must be some form of relationship 
(Garbarino & Johnson, 1999; Harrington-Mackin, 1996; Offe, 1999; Robbins, 2000; 
Smith & Barclay, 1997). However, as Hagen and Choe (1998) noted, the relationship 
can be either cooperative or altruistic. This stance differs from other definitions, most 
of which hold the position that trust always requires a positive outcome for the 
truster (Bhattacharya, Devinney, & Pillutla, 1998; Offe, 1999; Robbins, 2000). This 
relationship leads the involved parties to an ability to make ever-more informed 
predictions about each others’ behaviours in particular circumstances. Therefore, the 
longer or more intense the relationship, the greater the general level of trust (Doney 
& Cannon, 1997). 
 
After trust is established, there are several important outcomes for the 
individual. As identified across the literature, these are shown in Table 2.3. 
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Table 2.3  
Outcomes of trusting 
OUTCOME KEY AUTHOR(S) 
Feelings of safety and security Argyris in Kurtzman,1998 
Empathy Nickerson, 1999 
Team-building De Dreu, Giebels, and Van de Vliert, 1998; Dirks, 2000; 
Simons and Peterson, 2000 
Cooperation Hewett and Bearden, 2001; Morgan and Hunt, 1994 
Reduced uncertainty Hewett and Bearden, 2001 
Increased relationship commitment Hewett and Bearden, 2001 
Collaborative relationships Doney and Cannon, 1997 
 
 
Of these outcomes, team building, cooperation and reduced uncertainty are 
likely to be the most significant in terms of supporting people’s ability to cope with 
organisational change initiatives, and therefore belong in the theoretical model of 
trust that is defined below. 
 
2.4.3   Defining Trust 
As discussed earlier, the field of literature on trust is extremely diverse, with 
each author attempting to change the parameters, and in some cases the entire 
meaning, of the definition of trust. The following definitions have been drawn from 
various authors to illustrate this diversity. 
 
Trust has been variously defined as: 
 
 The felt assurance that things will operate as expected (Shea, 1984). 
 Confidence and the absence of suspicion, confirmed by the track record 
and our ability to self-correct (Ciancutti & Steding, 2001). 
 A manageable act of faith in people, relationships, and institutions 
(Sheppard & Sherman, 1998). 
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 The belief that others, through their action or inaction, will contribute to 
my/our well-being and refrain from inflicting damage upon me/us (Offe, 
1999). 
 A judgement, however implicit, to accept vulnerability to the potential ill-
will of others by granting them discretionary power over some good 
(Warren, 1999a-c). 
 A willingness to increase your vulnerability to another person whose 
behaviour you cannot control, in a situation in which your potential benefit 
is much less than your potential loss if the other person abuses your 
vulnerability (Zand, 1997). 
 A positive expectation that another will not – through words, actions, or 
decisions, act opportunistically (Robbins, 2000). 
 
While these definitions of trust are extremely diverse, common elements can be 
extrapolated from them. First, and most obvious, is the fact that trust is a construct. It 
represents something that does not actually exist in a physical sense to be measured, 
but is internal to the person doing the trusting. This is referred to across these 
definitions by terms such as felt and belief. Second, to trust requires an act of 
cognition, represented in these definitions by the words assurance, confidence, 
willingness, and expectancy. Third, trust occurs between people or, as some authors 
define, between people and institutions. Words and phrases such as the organisation, 
a party, and others represent this relationship. Fourth, as trust does not exist 
physically, it must be represented through actions. This is represented through words 
and phrases including treat, perform, based on the action, and act. Fifth, trust can 
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only occur in a linear time progression. Trust cannot apply to anything that has 
already happened, although it can be discussed in the past tense. This is shown in 
these definitions by words such as will, can be, and likelihood. Sixth and finally, it 
should be noted that all of these definitions hold trust to be intrinsically positive.  
 
In summary, the literature discussed here shows that there are six key concepts 
that encompass the construct of trust: 
 
1. It is intangible – expressed through the thoughts and emotions of the 
person; 
2. It involves a decision or expectation; 
3. It involves an ultimately positive result for the trustor; 
4. It involves at least two people, sometimes more; 
5. It involves an activity; and 
6. It involves something that has not yet happened. 
 
Synthesising those six elements leads to a definition of trust as an individual’s 
expectation that someone else will do something positive for them in the future. 
Therefore, for the purposes of this study, trust will be defined as personal faith in the 
favourable outcome of another’s actions to come. 
 
2.4.4   Elements of Trust 
The study of trust is a highly divergent field, with many authors using different 
elements in their constructs. Thirty-eight individual elements were identified from a 
review of trust literature in the ten years from 1992 to 2002, the time period 
encompassing the development and implementation of the two projects selected for 
 80 Chapter 2: Literature Review 
examination in this research. These thirty-eight elements can be reduced, through a 
process of immersion and text analysis, to a common few, leading to initial 
categorisations and meta-groupings of elements under four key themes – 
competence, benevolence, honesty and leadership, as depicted in Table 2.4 below. 
 
Table 2.4  
Elements of trust 
THEME ELEMENT KEY AUTHOR(S) 
Competence Ability Mayer, Davis, and Schoorman, 1995 
 Competence Robbins, 2000; Sirdeshmukh, Singh, and 
Sabol,  2002; Spreitzer and Mishra, 1999 
 Reliability Garbarino and Johnson, 1999; Spreitzer and 
Mishra, 1999 
 Problem solving Sirdeshmukh, Singh, and Sabol, 2002 
   
Benevolence Benevolence Mayer et al, 1995; Sirdeshmukh, Singh, and 
Sabol, 2002; Whitener, Brodt, Korsgaars, and 
Werner, 1998 
 Concern Carnevale and Weschler, 1992; Spreitzer and 
Mishra, 1999 
 Ethical, Fair, and Nonthreatening 
Behaviour 
Carnevale and Weschler, 1992; Offe, 1999 
 Loyalty and Solidarity Offe, 1999; Robbins, 2000 
   
Honesty Believability Goldsmith, Lafferty, and Newell, 2000 
 Faith or Confidence Carnevale and Weschler, 1992 
 Honesty Goldsmith, Lafferty, and Newell, 2000 
 Openness Robbins, 2000; Spreitzer and Mishra, 1999 
 Promise-keeping and Truth Telling Offe, 1999 
   
Leadership Positive Attitudes Jones and George, 1998 
 Behavioural Consistency or 
Integrity and Values 
Jones and George, 1998; Mayer et al, 1995; 
Robbins, 2000; Whitener et al, 1998 
 Clear Communication D’Aprix, 1996; Patterson, 1999; Zand, 1997 
 Control and Influence D’Aprix, 1996; Whitener et al, 1998; Zand, 
1997 
 Strong Identity Patterson, 1999 
 Emotional Intelligence Jones and George, 1998 
 
 
Table 2.4 shows that there are seven elements which comprise the theme of 
Leadership, four for Competence, and five each for Benevolence and Honesty. This 
raises the question of whether trust engenders leadership or leadership is based on 
trust. As Owen, McRae, Adams, & Vitale (2009, p. 188) comment, “maintaining 
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trust is important for relationships to continue and when trust fails a relationship 
suffers.” This question is an area for future research, as the focus of this model is on 
organisational change. 
 
2.4.5   Modelling Trust During Organisational Change 
Following Bridges’ Transition Model (Bridges, 1991, 2003), the major focus of 
any organisational change must be the people involved and impacted. Generally, in 
an organisation, these people will be members of a team, either formal or self-
directed (Mayer et al, 1995). 
  
During organisational change, there are two main sources of trust in leaders: 
the team and the organisation’s hierarchy. The trust needs of these two sources can 
be opposed, as the team needs to trust the leader to do what is best for each of them 
as an individual, while the organisation’s hierarchy needs to trust the leader to do 
what is best for the organisation. 
 
The literature discussed here has revealed two models that, with some 
modification to suit the specific scenario of organisational change, could be used to 
investigate its importance in both change and training for change. 
 
The first model is taken from Whitener et al (1998), and is a useful starting 
point for further modelling of trust. It is a framework where Organisational Factors; 
Relational Factors; and Individual Factors contribute to Managerial Trustworthy 
Behaviour. This is further modified by Boundary Conditions before impacting upon 
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Employee Perceptions of Trust. The major flaw with Whitener’s model is that it does 
not include a dynamic element for the trusting relationship. This also raises the 
question of whether the act of trusting engenders trust in return. 
 
The second model incorporates a positive answer to that question. Zand’s Trust 
Cycle (1997) is an iterative 5-step relationship, where the Leader Trusts; Leader acts 
in a trusting manner; Other Person identifies that act; the Other Person acts in a 
trusting manner; and Leader identifies that act, returning to Leader Trusts. 
 
These two models have enough in common that a bridging model could be 
synthesised that incorporates elements of both. It should be emphasised here that the 
model presented below as Figure 2.6 is based on the models of Whitener (1998) and 
Zand (1997), but presents my own conceptualisation of the construct trust during 
organisational change. 
 
Figure 2.6. Modelling trust in organisational change. 
 
2.4.6   Implications of Trust for Change Fatigue 
There has been little research to date on the effects of trust on organisational 
change initiatives, and particularly on the specific areas of change resistance, fatigue 
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and resilience. The transfer of trust within ever-widening social relationships, and the 
point at which one person’s trust does not affect another’s trust for the same third 
party (Offe, 1999) is particularly important in areas such as workplace training, 
where adults will often choose to participate in a training exercise upon the 
recommendation of another person (their manager, career advisor, or a 
friend/colleague). 
 
While this discussion of trust has only looked at the positive aspects of trust, 
trust does have an opposite – referred to variously as distrust or mistrust (Baldoni, 
2004; Offe, 1999). Mistrust/distrust is not simply a lack of trust. It is an active 
opposition of trust. Within the field of organisational change management, 
mistrust/distrust could be expected to be a major factor in change fatigue. If a team 
cannot work together with a change manager because of a lack of trust, then it is 
likely that team members will experience symptoms of change fatigue, including 
increased stress, decreased motivation, and instability of teams, work groups and 
relationships (Bland, Melton, Welle, & Bigham, 2012; Lewicki, McAllister, & Bies, 
1998). In other words, the management style of the person leading the change 
matters. 
 
2.5   Management 
Within the field of management are three main elements that contribute, not 
only to trust, but to the general culture of a workplace. Those three elements are the 
general management factors within a workplace, factors specific to change managers, 
and the personal factors brought to any job by any manager, regardless of whether 
they are dealing with change management or ongoing business. While management 
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can be considered the day-to-day activities required to run a business, leadership is 
about looking to the future, and acting to keep that business in business. As these two 
activities are substantively different, leadership will therefore be discussed later, in 
Section 2.6 Leadership. 
 
Within General Management are the historical traditions and bases of 
management as a field of study. The most famous and commonly used of these is 
James McGregor Burns’ groundbreaking classification of managers as following 
either Theory X, which is process-driven and stable or Theory Y, which is people-
driven and dynamic (Burns, 1978; Eneroth & Larsson, 1996). This is sometimes 
shown as the Managerial Grid depicting a manager’s focus on production versus 
people (Blake, Mouton, & McCanse, 1989). Maslow’s famous Hierarchy of Needs 
(1987) can also be used as a taxonomy of management, with process-driven 
managers focussed on the bottom needs of the pyramid and more transformational, 
power sharing and democratic managers acting to achieve needs at the top of the 
pyramid. 
 
When discussing specific features of Change Managers, the issues are as 
diverse as their use of improvisation (Charles & Dawson, 2011; Miner, Bassoff, & 
Moorman, 2001; Smets, Morris, & Greenwood, 2012), power (Argyris, 2003; 
Salancik & Pfeffer, 1977; Thomas & Hardy, 2011; Thomas, Sargeant, & Hardy, 
2011; Westheafer, 2000), the use of consultants (BenGal & Tzafrir, 2011; 
Bouwmeester & van Werven, 2011; Smith, 2002; Wright, Sturdy, & Wylie, 2012), 
and how they deal with obstacles to change (Hoag et al, 2002; Payne, 2011; Pihlak & 
Alas, 2012). In his discussion of transition management, Bridges (2003) stated that 
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the important features of a change manager are their desires, abilities, resources and 
temperament. 
 
Personal factors of managers include their commitment (Bouckenooge, 2012; 
Daif & Yusof, 2011; Schraeder, 2001), how they organise work (Paton & 
McCalman, 2000; Soparnot, 2011) and whether they provide opportunities for 
workers to participate (Rafferty, Jimmieson, & Armenakis, 2013; Senge, 1994). 
Noted management author Chris Argyris has discussed the need for trust, the need to 
encourage individual development and the quality of interpersonal relationships as 
key personal factors for a good manager (Argyris, 1976, 2001, 2004; Argyris & 
Schon, 1974). Taken in the negative, looking at elements such as a lack of trust, poor 
interpersonal and communication skills, and an inability to organise work, Cave 
(2012) reported that an audit of Cisco Systems revealed an annual loss of $12 million 
because of those bad management behaviours.  
 
These behaviours begin to blur the line between management and leadership, 
keeping in mind the distinction that management is procedural and micro-focussed 
while leadership is visioning and macro-focussed, often embellished by a worker’s 
personalised attention from the leader. As new research from the Stanford Graduate 
School of Business shows, “there are many ways of responding to mistakes or other 
problems, … including blaming others and blaming yourself. But the most 
constructive response, and the one people seem to recognise as a sign of leadership 
[rather than management] is to feel guilty enough to want to fix the problem” 
(Krakovsky, 2012, p. 2). 
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It is generally agreed across much of the literature on communication, 
management and project management that communication is the key to good change 
management (Bouckenooghe, 2012; Cameron & Green, 2004; Klein, 1996; Lievens 
& Moenaert, 2001; Putnis & Petelin, 1999; Sanders, 2004). Communication is the 
most critical tool available to a manager. However, communication can only be 
effective if it is interactive and iterative – allowing others to have input over time. 
Communication does not exist in a vacuum. It exists between people. Good 
communication consists of getting the right information exchange happening 
between the right people at the right time. Good communication, therefore, is a vital 
aspect of any change process as it links opportunities to participate. The opportunity 
to participate is an important one in fostering ownership of and commitment to the 
change process (Senge, Scharmer, Jaworski, & Flowers, 2005). 
 
Within the area of communication are two important elements – image, or what 
others think of us, and identity, or what we think of ourselves. “Who we are is 
reflected in what we are doing and how others interpret who we are and what we are 
doing” (Hatch & Schultz, 1997, p. 361). Image, in an organisational sense, is defined 
as how those within the organisation believe or would like people outside of the 
organisation to see the organisation (Dutton & Dukerich, 2004; Gonzalez & 
Chakraborty, 2012). Identity encompasses how people within the organisation think 
and feel about the organisation (Hatch, 2012; Hatch & Schultz, 1997; Invernizzi & 
Romenti, 2012; Rhodes, Clegg, & Anandakumar, 2008; Tierney, 2001a). It is 
therefore important for the building of trust that the communication is clear, and 
supports both the image and the identity of the organisation. If the communication 
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does not support those elements, then the organisation is likely to be mistrusted, both 
from inside and outside (Klaussner, 2012; Lewis & Grosser, 2012; Sankowska, 2013; 
Simons, 2002). 
 
Management is one of the elements that has a high likelihood of influencing 
peoples’ change fatigue, change resistance, and change resilience. A poor or 
inappropriate management style is likely to make ordinary workers less willing to 
engage with a change, while a more positive management style will increase peoples’ 
ability to act successfully. 
 
While Tierney (1989, 2008) talks about the relationship between trust, power, 
organisational culture and management, it is not a particularly common topic in the 
more widely read management literature. That widely read management literature is 
what Rhodes (2004) refers to as popular management books, such as the writings of 
Ken Blanchard with his One Minute Manager series (1981, 1985, 1989, 1990, 2000) 
and Chris Widener’s management fables (2004, 2006; Rohn & Widener, 2005). This 
sort of book “either explicitly or implicitly, relies on a theory of social development 
justified and explained through calls to evolution and progress” (Rhodes, 2004, p.8). 
They should perhaps more correctly be called fast-food management books – cheap 
to pick up, quick to digest, with hegemonic storylines where everything fits neatly, 
and which are eminently easy to relate to, but which leave the reader in need of 
something more substantial if real change is to be made and change fatigue is to be 
avoided. And that need for the substantial is where a discussion of leadership is 
needed. 
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2.6   Leadership 
The concept of leaders has been in common use in the military and politics for 
hundreds of years, from Plato’s Republic to biographies of military leaders from 
Napoleon Bonaparte to Winston Churchill. However, it wasn’t until the twentieth 
century that people began speaking and writing about leadership in organisational 
settings.  
 
While many authors have written about leadership in general (Barrett & 
Sutcliffe, 1993; Martin & Simons, 2000; Waldersee, Simons, & Ayoko, 2000), some 
progress the discussion of specific types of leadership. For example, Burns began 
writing in the 1970s about the differences between transactional and transformational 
leadership (Burns, 1978). Transactional leaders tend to be more like super-
managers, paying particular attention to the activities that need to occur, and how 
they take place. Transformational leaders, on the other hand, tend to step away from 
directed management roles and pay attention to the more truly strategic elements of 
leading an organisation, such as developing a vision (Bass, 1990; Strickland, 2010) 
and changing the culture (Arnold, 2002; Beck & Cowan, 2006; Boje & Rhodes, 
2006; Butler, 2010; Clemmer, 2011; Fullan, 2001; Katzenbach, Steffen, & Kronley, 
2012; Rhodes & Price, 2011). They also tend to be described as having more 
advanced interpersonal skills, including what Sanaghan (2012, p. 1) describes as 
paying attention to “the process side of how they complete their tasks and goals … 
[including how they] listen … show respect, give credit and show appreciation for 
other team member contributions, include others in decision-making, solicit input 
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from team members; provide constructive feedback” – in other words, they have 
enhanced emotional intelligence (Goleman, 1995, 2004).  
 
Expanding further on the transformational leadership model is Greenleaf’s 
(1998, 2002) model of Servant Leadership. In this model, the leader is selected for 
their ability to lead because they have the support of their followers. The leader 
places him- or herself behind the followers, sees what they need, and progresses the 
follower’s needs rather than those of themselves as the anointed leader. They also 
tend to have a higher level of self-awareness, including stress management (Spiro, 
2010), which makes them better leaders during organisational changes (Keith, 2009).  
 
Other authors have specialised in particular areas of leadership, as Rosabeth 
Moss Kanter has done in the area of organisations and change. Kanter is largely 
interested in the large-scale organisational effects of change. She focuses upon three 
main areas in her research and writing: management, leadership and organisations, 
tied together in the theme of change. She advocates the need for leaders to help their 
organisations learn how to manage change well (Kanter, 1999, 2010; McInerney, 
1995) through documenting processes and lessons learned from both failure and 
success.  
 
Conversations can also be seen in the literature about the different leadership 
styles between various cohorts, such as those between female and male leaders (Bass 
& Avolio, 1997; Eggins, 1997; Feldt, 2012; Middlehurst, 1997; Sinclair, 2005) and 
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Asian or Latin American compared with North American styles of leadership (Davila 
& Elvira, 2012; Mills, 2005).  
 
The concept of followership and its importance is also gaining ground as 
authors recognise that the leader can only exist where there are those who choose to 
follow (Brown, 2003; Ciulla, 1998d; Sinclair, 2005). While there are many corporate 
stories and case studies of leaders and leadership, only some leaders have explicitly 
discussed their interest in their followers. Carly Fiorina, when she was the head of 
Compaq, was clear that the staff working for her were her primary focus (Lagace, 
2003). Ricardo Semler, who inherited his father’s Brazilian manufacturing firm 
Semco in the early 1980s, also put his employees first in the major restructuring and 
reorganisation he undertook in order to keep the company functional (Semler, 1993). 
A major strategy that both of these leaders who cared about not damaging their 
employees undertook was constant communication.  
 
A single, heroic leader is not always the best solution for an organisation (Boje 
& Rhodes, 2006; Tierney, 2001c). A decade ago, Morgan (2001) was discussing the 
problem of change fatigue and linking it to cultures where there is a single heroic or 
charismatic leader, rather than workplaces where there is shared power and 
responsibility. Of course, he also held Enron up as an example of how a company 
should be run in the twenty-first century, but one poor choice of example doesn’t 
invalidate the rest of his findings, and is simply an example of what Tierney (2003b, 
p. 862) identified when he notes that “one of the most studied areas in the higher 
education literature is that of leadership”. Of course, this must be balanced by 
Sutton’s (2010, p. 1) warning that “the task of reviewing the leadership literature … 
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isn’t to understand it all (that is inappropriate), but to develop a point of view on the 
few themes that matter most.” This review has therefore not been limited to the realm 
of higher education leadership, but looks beyond it to the wider field of leadership in 
all of its areas of enactment, from business to the military, but including higher 
education as one area where leadership is vital. 
 
One final area of discussion in the leadership literature, both in higher 
education and more widely in the professional realm as well, is the role of values. At 
the turn of the century, McCann (1999, p. 76) was clear that “there needs to be a 
clearly articulated values base that underpins the purpose and direction of the 
organisation. This means that everyone has to be clear about the societal impact of 
their work and the cost and people consequences of their decisions.” More recently, 
Professor Doug Hargreaves and Peter Evans from the Queensland University of 
Technology (2007, 2010) have been developing a model of values-driven leadership 
and documenting its use in practice.  
 
Based on this review of the literature in the fields of both management and 
leadership, it is likely that the style which will most positively impact peoples’ 
personal change resilience is a democratic, people-focussed, power-sharing style of 
transformative leadership, which supports individual action through investment in 
personal or institutional capital, efficacy and agency rather than a process-based 
management style which relies on traditional boundaries of power and control over 
agency and capital. 
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2.7   Theoretical Implications of the Gap in the Literature Around Change 
Resilience 
There has been a lot written about leaders, academics and even teachers and 
less on the support staff in higher education, in the same way that there has been a lot 
written about how to do large-scale organisational change to people, but less about 
what it is like to have large-scale organisational change done to you. As Tierney 
(2001b, p. 364) notes about postmodern research, “areas and people that have 
previously been ignored become sites for analysis.” This has led to a gap in both the 
literature and practice around large-scale organisational change in higher education. 
 
In the same way, there is currently little guidance on the importance of training 
in organisational change management, other than to say that it is usually necessary. 
There are stories – individual retellings of particular incidents, usually focussed upon 
the leader and his/her role in the changes – but few narratives –all-encompassing 
tales with a coherent beginning, middle and end that are actually talking about the 
people who were involved in the change. At least, I have not found any full 
narratives about those people and the impact that the change may have had on them. 
And there are certainly no narrative maps, which “offer guidance without dictating 
particular decisions ... requiring people to use their own agency, attending to the 
unique demands of the historical moment” (Arnett, 2002, p. 502). The outcomes of 
this research will therefore inform all of these areas, from change to training, by 
creating narratives about the impacts that change has on the people involved, 
allowing a different voice to be heard from that of the leader or champion of the 
change. 
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As Marris (1986, p. 4) argued, it was “worth asking not only how different 
observers see the same topic, but how the same observer sees different topics. 
Whatever is consistent in the style of interpretation from study to study is likely to 
represent the underlying and most intimate pattern of thought. If this pattern can be 
articulated and communicated, it becomes open to critical examination, outgrowing 
its autobiographical setting.” The opportunity to compare the approaches of two 
large-scale organisational change projects in terms of their collateral damage, or 
people-related outcomes, will allow the participants to comment on the different 
approaches used, and may provide a pattern of responses which are larger and more 
widely applicable than the stated scope of the research. 
 
The study will also provide an opportunity for the use of reflection on self-
regulated learning, where time is being allowed “for learners to discuss with one 
another what worked and what would have worked better” (Moran, 2005, p. 23). 
 
Within the frame of this research – the context of higher education in Australia, 
organisational change management is becoming an area of increasing interest and 
investment. However, it seems that in many cases these changes are being managed 
badly, perhaps for one of two key reasons. Often, the staff members involved seem to 
have no experience managing change, but are given responsibility for doing so 
because they have contextual or subject-matter experience within the organisation, 
exemplified through processes similar to we’re changing the Human Resources 
training that’s being offered; you’ve been in the HR department for a while, so you 
can be in charge of the change. As Hosking (2012, p. 1) notes, “often, individuals 
are promoted because they excel in a given job, but that doesn’t mean they have the 
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skills to be effective leaders.” Alternatively, change managers may be consultants 
brought in to do the job because of their process experience managing change 
elsewhere, in which case they start from the point of having no understanding of how 
the organisation actually operates day-to-day, and no basis for determining the 
overall impact, effect and effectiveness of the changes they are introducing.  
 
There is also often little consideration of the implications of a change 
management project beyond its implementation. Although talking about academic 
staff members’ innovation with IT products, Tynan and Lee’s (2009, p. 103) analysis 
holds true for many change management processes when they say that “too often … 
efforts are not aligned with an overall university plan. On conclusion of the project, it 
is discovered that little thought has been given to scalability … or to the need for 
sustainability from the point of view of continuity or succession planning.”  
 
Coming back to the problem that instigated this research study, while the most 
obvious solution to change fatigue is to prevent it, this was not possible in the case of 
the cases being examined here, as the perception of fatigue had already set in, at least 
amongst the project’s Steering Committee, which had raised the issue. The work 
undertaken at the time, and presented in full in Appendix A, revealed that the 
possible theory-based solutions to change fatigue could be broadly grouped into the 
categories of planning and people. 
 
Planning tactics to address change fatigue include the coordination of changes  
within the project, the owning department, and the University; allowing sufficient 
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timeframes for both the preparations and the changes themselves; providing a clear 
purpose and structured plan for the change; and reducing the number of significant 
changes that are ‘branded’ as such, replacing them, instead, wherever possible with 
continuous improvement projects and processes, which could be perceived by 
external clients as less fatiguing. Implementing those tactics would require strategic 
decisions based on accurate communication of knowledge at the highest level, both 
within the department and across the University. 
 
People tactics to address change fatigue are easy to identify but difficult to 
determine and evaluate for true value. The primary people tactic is to support both 
project staff and affected clients throughout the change. From the inception of the 
change process to its completion and embedding in the culture of the organisation, all 
steps from readiness to ownership should be supported by the change sponsor and all 
team members. This support from the team driving the change can best happen if 
there is strong leadership for the change project. A strong leader will be able to 
articulate the purpose of the change, as well as finding ways to make the change at 
least bearable (if not enjoyable) for all involved. The final people tactic with the 
potential to produce excellent results is to increase people’s change resilience – 
broadly, their ability to cope with the changes (Scott-Morgan, et al., 2001). 
 
In practice, then, there are both site-specific and broader reasons to close the 
gap in the literature around change resilience. As detailed above, there is currently 
little literature addressing the change resilience in the field of business and the 
implementation of organisational change. This research therefore builds the literature 
in the field of personal change resilience within the area of change management in 
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the context of higher education. As described in more detail in Chapter Three, it also 
develops narratives by and about those involved in change, rather than simply those 
directing the changes, closing a gap in the leadership literature. 
 
For the people-based change theory, it was important to access the intangible 
assets, which “exist in the tacit dimensions of knowledge, built up over time in 
people’s heads, hands and relationships” (Swap et al, 2001, p. 96), in order to learn 
from what is already known and thereby improve decisions that affect workers 
everywhere. This is reflected in Bandura’s Social Learning Theory (1977), which 
included the theory of self efficacy and which has been cited by researchers into 
learning as the most appropriate model of both adult and child learning (Bandura, 
1997; Pajares, 2002; Smith, 2004; Zimmerman, 1997). While this research study 
builds on the theory of self efficacy as part of its theoretical framework, it has the 
capacity to contribute more widely to theories in the areas of higher education and 
organisational change management. 
 
It also builds on theories and literature on leadership, including Goodwin’s 
(1999, p. 35) lesson that “renewal comes from many sources.” This thesis does not 
only look at renewal but at continuity – the ability to keep going, not just to stop for a 
while and come back refreshed and renewed. This thesis will help those having to 
cope with that dogged, hard-working, nose-to-the-grindstone day-after-day ability to 
cope, which is what needs to be surfaced and paid attention to in the literature in 
order to help increase people’s personal change resilience. 
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The conclusion of this thesis provides both a refined model of personal change 
resilience and suggestions for practitioners in the areas of change management, 
higher education, and training, based on the inputs that can cause changes to fail, 
including leadership, management, communication and trust, as shown in Figure 2.7 
below. These negative factors all contribute to the forces against a change, resulting 
in the resistance and fatigue shown earlier in Figure 2.3, which contribute to the 
failure of change. 
 
Figure 2.7. A model for change failure. 
 
Based on the available literature, including the above model for change failure, 
the following list of possible factors supporting personal change resilience is 
presented as the initial theoretical guideline for this research. The research is based 
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upon the theoretical model that, depending upon the needs and situation of the 
individual, greater positive support for personal change resilience will come from: 
 
 Transformative, or Servant Leaders who embody democratic styles rather 
than traditional management uses of power and control within an 
organisation;  
Empowering  
 More accessible change managers / change drivers, who have longer 
and/or more intense (closer) working relationships with those impacted by 
the change;  
Enabling  
 Increased communication about the changes, including more effective 
training;  
Leading to 
 Increased self-efficacy and agency, demonstrated through increased trust. 
 
If none of that is possible, then the last resort would be to have fewer changes 
or increased time for / between changes.  
 
2.8   Summary of Chapter Two 
This chapter has reviewed the literature in the fields of higher education in 
Australia, management, including leadership, self-efficacy, mentoring and trust, and 
change management, including change resistance, change fatigue and change 
resilience. It has detailed the gap in the theoretical and practical literature around the 
construct of personal change resilience, and developed theoretical models to define 
and explain the importance of trust and successful action during organisational 
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change. Finally, this chapter has laid the theoretical literature foundations for the 
methodological discussion which follows in Chapter Three by presenting a model of 
change failure, and has detailed the theoretical framework for this research as the 
interaction between leadership, communication, training, trust, self-efficacy, agency, 
and action which results in personal change resilience.  
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Chapter 3:  Research Design 
"Narrating is to shape the image of one experience or several that on the one hand expresses the 
relation of the narrator to others and to the self, and on the other gives expression to the relation to 
past and present." 
Herman P. Meininger (2006, p. 185) 
 
 
This chapter describes how the research design and methods were developed in 
order to answer the research questions, and argues that its innovative approach to the 
presentation of the data by combining the voices of multiple participants into one 
overarching narrative fills a gap in the methodological literature in the field of 
qualitative research. Specifically, by designing the research as a constructivist case 
study approach filtered through an autoethnographic lens, I was able to approach 
participants with the explicit goal of gathering their stories of what helped them to 
cope with the changes in the workplace brought about by the two cases that 
prompted the research, and in later interviews of whether they thought Omega 
University had learned how to manage change in the subsequent decade since those 
cases had occurred, all while assuring the anonymity of their experiences. The 
research methods were designed to enable the necessary sourcing of data, and its 
subsequent analysis and presentation. The chapter concludes by describing how 
Chapter Four, the findings, were developed for presentation. 
 
3.1   Design 
This research was conducted following qualitative research methods, and is 
presented as an autoethnographic narrative, building upon the “narrative and 
storytelling tradition in research on people and organizations” (Sims, 2003, p. 1197). 
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Specifically, as a researcher I follow a socially constructivist, or interpretive 
epistemology (Bassey, 1999; Ezzy, 2002; Travers, 2001), where every perspective on 
the data is equally valuable and there is no ‘one right answer’ waiting to be found. 
The data were sourced within the context of a case study design, following aspects of 
both Stake (1995, 2003, 2006, 2010) and Yin (1993, 2003a,b, 2009, 2012). 
 
As Stake’s epistemology is constructivist in nature, not guided by the 
expectation of finding a single definitive answer to any question asked, the 
development of the case study design was largely guided by his work. It was 
particularly informed by his chapter titled “Qualitative Case Studies” in Denzin and 
Lincoln’s (2005b) Sage Handbook of Qualitative Research  (Stake, 2005), and by his 
1995 work The Art of Case Study Research (Stake, 1995).  
 
After the initial development of the case study design with Stake’s 
methodology as the guide, I turned to Yin for guidance on many of the specific 
issues that arose during the research itself. While Yin’s earlier work comes from a 
positivist epistemology, this research also draws upon his more recent works as a 
supplementary source of expertise, where they can be appropriately applied to a 
constructivist study. For example, his advice to use interviews as a primary source of 
case study evidence (Yin, 2003) was kept, while his suggestion that the design of a 
case study “assumes a single objective reality that can be investigated by following 
the traditional rules of scientific inquiry” (Yin, 1993, p. 64)  was rejected, as was his 
current (2012) position that case study is its own method, alongside qualitative and 
quantitative methods. 
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The research was designed as a case study, using the two projects at Omega 
University as starting points for discussion, for five reasons. First, as the concept of 
change resilience is a relatively new and underdeveloped one in the literature and 
theories of organisational change management, any research conducted around it 
needs to be exploratory and provide rich detail in order to expand upon the tentative 
theory built in Chapter Two. It should be noted, however, that it is not so new as to 
be classified as “neophilia – a fetishistic love of all that is new” (Rhodes & Pullen, 
2010). 
 
Second, as both projects have officially finished, the opportunity for fieldwork 
and experimentation within the projects has passed, although many of the people 
affected are still with the organisation. This fits with Yin’s (2009) assertion that case 
study should be used for contemporary situations where action research or other 
forms of behavioural intervention cannot occur, such as the situation being studied 
here. The selection of projects that have already completed was also informed by 
Heisenberg’s Uncertainty Principle, in which the act of observing a situation changes 
that situation (Hawking and Mlodinow, 2005). In reviewing the projects after their 
completion, this mitigates for any actions the participants may take during an 
observation that could change the outcome of the projects as they would have 
happened naturally, without the research observation. An area of future research is to 
work with active projects and develop action research strategies to investigate the 
implementation of the recommendations of this research. 
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Third, a long period of time has elapsed and the information gathered is based 
on circumstances beginning over a decade ago, so personal interaction in 
interviewing participants was likely to provide more accurate recall, particularly 
through the use of probing and open-ended questions. As discussed in Chapter One, 
this passage of time was deliberate in order to allow the participants to both become 
less emotionally involved with the activities of the projects and to have time to 
reflect on and absorb the lessons into their own constructed reality. 
 
Fourth, as the case study is based on descriptions provided by participants, it 
allowed the flexibility to ask different questions of the different participants. This 
would have been more complex with quantitative methods, and could easily have 
resulted in invalid or unreliable data had a single fixed set of questions been used that 
did not allow participants to answer fully.  
 
Fifth, both projects produced a large amount of documentation, which added to 
the richness of the study. The original assumptions underlying this research design 
were that it would deliver a large amount of rich textual data (Eisner, 1991), which 
would need to be analysed within the context of the individual projects (Flyvbjerg, 
2006; Hansen, 2006; Lam & Lidstone, 2007). As the research progressed, it made 
more sense to follow Yin (1993), and in particular his recommendation at that stage 
to use the two cases being studied because of their differences, not to provide 
replication and/or triangulation of results.  
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As described below in Section 3.7 Presenting the Data, the eventual outcome 
is a set of experience-based understandings that are less case-specific and that I 
analysed and responded to as a single entity, in part because of the retrospective and 
evaluative questions added to later interviews, and in part, as Yin (2012, p. 29) notes, 
because “when the final study questions and methodological needs are settled, the 
final study may not necessarily be a case study but may assume some other form.”  
 
Significantly, this research does not present the voices of the “silenced, 
tokenized and marginalized” (Quaye, 2007, p. 7). Rather, it depicts the normal, 
everyday experiences of people (Rhodes, Clegg, & Anandakumar, 2008), at a mid-
sized urban Australian higher education institution, who are involved in and affected 
by large-scale organisational change projects, regardless of their creed, colour, race, 
age or gender. The research deliberately rejects Yin’s (2012) contention that research 
findings are more valuable if they come from significant players in the research site. 
The site and participants were selected precisely because they were representative of 
the average mid-level worker in an organisation, who often has multiple large-scale 
organisational changes imposed on them. Although, as Clandinin and Connelly 
(2000) note, the specific context of the organisation and its changes remains 
important, both for the current organisation and its history.  
 
Both projects to be studied in this research have ended as projects, have had 
their outcomes embedded as core business of the university in question, and have 
now entered a phase of “long-term incremental change that refines the 
transformation” (Gold, 1999, p. 193). As with the conclusion of any major project or 
part of one’s life, I feel a need for closure beyond that of completing the projects’ 
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post-implementation review reports. Following Foucault (1989, p. 57), I have an urge 
towards archaeology – an examination of the archives, an investigation of the 
discourses, “not only as a set of events which would have taken place once and for 
all and which would remain in abeyance, in the limbo or purgatory of history, but 
also as a set that continues to function, to be transformed through history, and to 
provide the possibility of appearing in other discourses.” 
 
Even though the projects have ended, the relationships that were forged during 
their existence continue. This research draws on complexity theory, since I am a 
member of the networks that have been created by these projects, and cannot 
therefore stand “outside of them in order to objectify and model them” (Shaw, 2003, 
p. ix). Having been a participant in the projects gives me “insights into processes, 
phenomena, and individual, cultural, or group dynamics that others cannot witness” 
(Vickers, 2002, p. 619). As a participant, or embedded agent, in the processes of the 
projects, I am “both limited within a world and a creative reshaper of the possibilities 
of that world” (Arnett, 2002, p. 500). 
 
My role in those projects was, however, quite different from the one I enacted 
in this research. As a participant, I was steeped in the more quantitative data 
produced by those projects. My role as change manager and trainer placed me at the 
nexus between the data and its users, which gave me a “network of connections” 
(Bourdieu, 1986, p. 249) resulting in increased cultural capital and both actual and 
referred power in the eyes of those users who were less embedded in the production 
and analysis of the University’s statistics, both financial and strategic - what 
Sanaghan, Hinton, and Riccio (2013, p. 3) would describe as a “cultural traveler.” 
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Despite seeing myself as someone with skills with words and people – the interpreter 
between the data and its users – those users saw me as the statisticsexpert, imbuing 
me with greater quantitative skills than I had. 
 
I was therefore concerned that it would be somewhat challenging for those 
same users and co-participants to view me as a qualitative researcher, even with the 
passage of time between the ending of the projects and the research. As described 
later in Section 3.2.3 Research Invitees and Participants, my concerns were 
unfounded, and the research participants were very willing to accept me in the role of 
a researcher. This enabled me to change my own view of my position, moving from 
an identity as a data and communication expert to that of a “connector” (Sandler, 
2008, p. 174) who was motivated to undertake this research to validate that my 
experiences were not extraordinary, and that others had similar experiences with 
change. 
 
As an educator and change manager, I have become accustomed to involving 
others in my activities, drawing them out and encouraging them to become involved 
in creative ways, in order to bring them along with the change that is occurring. 
Drawing on Cottle’s (2002) narrative theory of the Other and its impact on the Self, I 
continued that activity in this research, making the participants part of my narrative, 
which in turn means that they cannot remain constant or unchanging. I want to see a 
change in the way that change is done within higher education, and particularly at the 
research site. There needs to be a reshaping of the model, with space for creativity as 
well as learning. 
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Finally, as Wheatley and Kellner-Rogers (1999, p. 92) said, that sort of creative 
reshaping “either spirals inward to become smaller and more certain, or reaches out 
into the world to discover newness.” I needed to conduct this research as a case study 
in order to become more certain of my intuitive reasons for selecting the training 
methods I use as a change manager, preferring just-in-time methods to traditional 
room-on-a-day-at-a-time scheduled training. I had hoped that the participants would 
validate my preference in their stories about what helped them to cope with change. 
But, at the same time, this is an issue that has a larger focus than my selfish need for 
reassurance. This is my niche – the question that I alone (I believe) have seen in the 
writings of the current change management experts; the small but gaping hole in the 
literature of organisational change management and training: the missing 
descriptions and theories on how to increase peoples’ personal change resilience in 
the face of large-scale organisational change. 
 
As described in more detail later, in Section 3.7 Presenting the data, the 
ultimate presentation of data in this thesis is through an autoethnographic narrative. 
As such, in the words of Angrosino (2007, p. 80), it means that I have used my “own 
personal experience as the basis of analysis.”  This has been done partly through my 
own reflections and recall, often triggered by the interview conversations, and partly 
through reference to my own field notes. The field notes come from two sources: 
firstly from the notes I made as the research progressed, and secondly from my own 
original notes as both trainer and change manager for the two projects being 
investigated. Those notes include feedback comments during and after training 
sessions (both my own and participants’), and on various aspects of change 
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management as the projects progressed, along with my own initial analyses of the 
states of the projects. As Downey and Clandinin (2010, p. 12) explain, “narrative 
inquirers do not live outside of the three-dimensional inquiry space but rather live in 
it, alongside and in relation with their participants. Narrative inquirers tell stories 
about the stories they and others live and tell, keeping in mind how their own stories 
shape how they understand and tell the stories of others”. In this research, my field 
notes function as my 'own story, while my original trainer’s notes are the stories of 
others.  As Clandinin and Connelly (2000, p. 81) commented, “the  researcher’s 
experience is always a dual one, always the inquirer experiencing the experience and 
also being part of the experience itself.” This research allows me to wear both hats – 
to see, as the participants do, the things that I assumed and took as normal in the role 
of a training officer at the site, and to re-look at the site and circumstances in order to 
notice those assumptions and things taken for granted as normal, through telling a 
story inspired by, while not actually mimicking, the circumstances of the cases being 
studied. 
 
In summary, the design of the research itself was intended to illuminate what 
happened during the two projects being studied, as well as subsequently at the 
research site (Stake, 2003), and was supported by the methods used. 
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3.2   Method 
3.2.1   Site Selection 
All research was undertaken at Omega University
3
, a large and well-
established university in a metropolitan city in Australia. This site was selected for 
three reasons. 
 
First, I was previously a member of staff at that tertiary education institution, 
so had full access to the site and established relationships with potential participants, 
giving the selection Convenience and Research Context. This significantly reduced 
the time required to understand the organisational processes (Michal-Johnson, 1993), 
and the development of trusting relationships.  
 
Second, Omega University has expertise in implementing large-scale 
organisational change management initiatives, including the two that I was directly 
involved in, methodologically selected for Context and Research Area, as well as 
several subsequent projects, some of which grew out of the two cases used to initiate 
the research either as direct consequences or as a result of the passage of time. 
 
Third, staff and management at OU are aware of the issue of change fatigue, 
and several potential participants had already expressed a willingness to participate 
in research to assist in its identification and mitigation, allowing selection for reasons 
of Convenience, Interest and Research Problem. 
 
                                                 
 
3
 As noted in Chapter 1, names and specific dates have been changed. 
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3.2.2   Site Context 
Omega University is an established University, with over a century’s history in 
higher education in Australia. Organisationally, it has a parallel hierarchical 
structure, with schools providing academic services to students and the public, and 
departments providing centralised administrative and organisational services to the 
University. 
 
Over a fifteen-year period from 1998 to 2012, Omega University has 
undergone more than a thousand organisational restructures, ranging from the 
renaming of a school to the amalgamation of different areas into new organisational 
structures and the dissolution of entire departments. Across that span of time, 487 
organisational areas were dissolved and 531 were created, and in the last decade 
alone more than 250 large-scale organisational projects with an IT-focus were 
centrally funded and managed by the University. 
 
The Department of Informed Money (DIM) is responsible for the institution’s 
financing, budgeting, strategic planning, official census data, statutory reporting, and 
internal auditing. DIM consists of approximately 90 staff, most of whom work in the 
Money Section. Between 1995 and 2005, DIM went through three major 
organisational restructures, five heads of department, and sponsored six large-scale 
change management initiatives: 
 
 DATA – a data warehousing and corporate management information 
reporting project; 
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 FINANCE – a project to change the way the University budgets and 
manages its accounts; 
 An infrastructure project to improve services for a regional campus; 
 The introduction of Service Agreements between departments and their 
stakeholders to provide transparency in the delivery of services;  
 An investigation of appropriate service costing methods for Omega 
University to use in the future to determine accurate costs of delivering 
internal services; and 
 The introduction of new university-wide reporting methods and 
technologies for various projects, including student load management and 
evaluation outcomes. 
 
Only the first two projects, DATA and FINANCE, are the focus of the research 
at this site. That decision was made for four reasons: substantial data were readily 
available on both projects; they occurred at approximately the same time; they had 
many of the same clients; and they had significantly different approaches to change 
management and training, so some interesting findings may result. 
 
In the enacting of their mandates, the two projects applied significantly 
different training techniques, although neither followed a formal, theoretically-based 
approach to training development and delivery. Instead, each Project Manager 
authorised a training style that they felt comfortable with. Communication Plans for 
both projects included a section on training requirements, and the FINANCE project 
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conducted a thorough training needs analysis across the institution prior to 
commencing its training program. 
 
The FINANCE project utilised a traditional classroom-based workshop training 
method, where trainees gathered centrally once a year for training that was conducted 
by a content expert with a background of providing training in accounting methods to 
public servants. At these workshops, trainees were given information and asked to 
complete practical exercises, to prove that they could understand the new system for 
managing FINANCE at the University. Attendance at the training session was 
evaluated as being enough to allow them to undertake their jobs and use the new 
budgeting system. 
 
The DATA project, on the other hand, was following Rogers’ (1983) Diffusion 
of Innovation approach, so the training was planned and implemented very 
differently. While some formal classroom-based training was offered, very few staff 
across the institution attended. The project manager therefore chose to utilise just-in-
time learning methods, with the trainer travelling to the trainee’s office when they 
were ready for training, and then providing email and telephone follow-up assistance 
subsequently as they were required.  
 
Both models of training delivery have been maintained up to the present time 
in the areas which took on responsibility for the maintenance and mainstreaming of 
the projects’ outcomes, with the financial area providing regular, scheduled training 
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and the data reporting area providing a combination of scheduled training and just-
in-time personal support.  
 
3.2.3   Research Invitees and Participants 
Omega University employs approximately 3,500 staff. Of those, FINANCE’s 
initial training needs analysis identified approximately 250 staff members who had 
some involvement in the budgeting process and would therefore need to be trained in 
the new system. Of those, 22 were mid-level administrators between HEW 5 and 
HEW 8 (earning $55,000 to $90,000 per annum in current Australian dollars), who 
were directly responsible for school and department budgets but were not responsible 
for strategic or even operational leadership of large teams. DATA identified those 
same 22 people as their primary group to be offered training in the new data access 
techniques, with the expectation that they would then diffuse the innovation to their 
own staff members, either with or without the support of the available trainer. 
 
Because those people received training and were specifically targeted by both 
DATA and FINANCE’s training approaches, they were the key group to provide 
insight into the research question being investigated, and formed the group that were 
initially invited to participate in this research. The people in this group were spread 
across Omega University in mid-level administrative and management positions. As 
such, while there was some homogeneity in the group, they each faced very different 
issues in their own work area, and had very different rates of diffusing the DATA 
initiative. 
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In addition to these 22 core trainees, approximately five staff in similar 
positions had been employed across Omega University since the inception of the 
projects. They also gave valuable feedback about the projects’ support for change 
resilience from the time of their involvement to the closure of the projects, but they 
did not have the same time span to comment on, and were not able to comment on 
any improvements or changes resulting from the beginning of the projects 
themselves, as they had only experienced the projects as existing activities. 
 
A third group that gave further depth and richness to the study was the project 
team members and direct senior and project management for the two projects. This 
provided an additional nine participants – three each from the FINANCE and DATA 
project teams, plus three senior managers in DIM. 
 
All three groups were able to provide perspectives on the research questions, 
leading to richness in responses. Between these three groups (full trainees, part 
trainees, and the project teams) there were more than enough participants to reach 
data saturation, the point where further interviews did not result in any substantial 
gains in information (Ezzy, 2002). To be certain, however, snowball sampling was 
also used, with the researcher actively inviting participants to nominate additional 
contacts who could provide further information and insight, including those who 
have contradictory perspectives (Yin, 2012). Snowball sampling was selected, 
despite Ezzy’s criticism of it, as a technique to reduce possible researcher bias, as 
“our [own] purposes function as criteria that facilitate making the numerous 
sampling decisions about what to include and exclude and what to place at the centre 
and periphery of what we do include” (Peshkin, 2001, p. 250). By inviting 
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participants to nominate other sources, this reduced the influence that my own 
perspective and purposes had on the overall sample, and led to a better quality of 
data. That said, most of the potential invitees nominated as snowballs were already 
part of the data set, while the rest were uncontactable because they had left the site. 
 
Of the 27 invitees to be interviewed for this research, eight did not respond, 
one refused, and 18 agreed to be interviewed. Of those 18, one left the research site 
before the interview could be scheduled, leaving 17 completed interviews, ranging 
from half-an-hour to just over an hour in length. Ten of the research participants 
interviewed were male, seven were female. No other data collection was undertaken 
– all participant data comes from those 17 interviews. To provide a picture of the 
invitees and participants, their demographics (by gender and broad age group only, in 
order to preserve anonymity) are shown in Table 3.1 and Table 3.2. 
 
Table 3.1  
Research invitees by age group and gender 
 20 – 40 years old 40+ years old TOTAL 
Male 2 12 14 
Female 4 9 13 
TOTAL 6 21 27 
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Table 3.2  
Research participants by age group and gender 
 20 – 40 years old 40+ years old TOTAL 
Male 2 9 11 
Female 2 4 6 
TOTAL 4 13 17 
 
It is interesting to note the greater willingness of males to be involved in this 
research, which I suspect to be a function of their relative positions within Omega 
University and therefore their interest in the outcomes of the research. It does, 
however, highlight an area of possible future research – namely, whether a reversed 
proportion of participants by gender would highlight different issues or lessons 
learned. Age, in this instance, did not appear to be a significant factor in the decision 
to participate, as shown in Table 3.3. 
 
Table 3.3  
Research participants by age group and gender as a proportion of research invitees 
 20 – 40 years old 40+ years old AVERAGE 
Male 100% 75% 79% 
Female 50% 44% 46% 
TOTAL 67% 62% 63% 
 
 
Partly in order to address this gender imbalance, and partly because of the 
emerging analysis and presentation decisions made and described in the section on 
presenting the data below, in addition to these participants, it should be remembered 
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that my own perspective as a female aged 40+ years is included as a part of this 
research. My input is included as part of the autoethnographic lens through which I 
viewed the data to present the findings in narrative format, as is described further in 
Section 3.7 Presenting the data.  
 
3.2.4   Anonymity 
In order to protect the anonymity of all invitees and participants, including 
protecting the situations and experiences that were mine, all names and specific dates 
within this research have been changed. In addition, none of the projects discussed 
here are current, as the research is looking at complex, confidential information that 
involves people who could still be working at the institution or in similar roles at 
 other institutions either within Australia or internationally. 
 
Anonymity of participants has been assured through four methods. 
First, I allocated a pseudonym to each participant. Once an invitee agreed to 
participate, I created a pseudonym for them and used that pseudonym in all 
documentation from the preparation for the interview onwards. Having the 
pseudonym printed at the top of the interview question guide enabled me to assure 
each participant that I was taking their anonymity seriously. A master list matching 
pseudonyms to participants is kept in an archived folder on my home computer, to 
allow consistency of pseudonyms across interviews where one participant mentioned 
another. This list is not, not ever will be, publicly available. It should be noted here 
that any assumed nationalities or ethnicities generated by these pseudonyms is 
entirely coincidental and is not intended to represent the spread of ethnicities in the 
group of participants. Gender and order of acceptance are the only factors retained 
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between the participant and their pseudonym, such that the first pseudonym 
alphabetically on the list was the first participant to be interviewed. The list of 
pseudonyms is at Appendix B. 
 
Second, in a similar fashion, as noted in Section 3.2.1 Site Selection and 
Section 3.2.2 Site Context above, the two projects being investigated have been given 
pseudonyms in all outputs, as has the administrative area that owned the projects. 
The data warehousing project is referred to as DATA. The financial change project is 
referred to as FINANCE. The administrative owner is referred to as the Department 
of Informed Money, and the research site is referred to as Omega University. 
References by participants to other specific areas of the university or projects have 
been similarly anonymised through the allocation of consistent pseudonyms. 
 
Third, following Vickers’ (2002, pp. 614-615) example, in addition to using 
pseudonyms, I have also blurred any references to specific dates, locating them in an 
approximate timeline from 1995 to 2005. Further, I have ensured that all excerpts 
and publications, including this thesis, include the following disclaimer: “You should 
not assume that the institution where this {research was conducted} is my current 
place of employment.” 
 
Fourth, the final way that anonymity has been assured is through selective 
transcription. The participant’s words were transcribed initially, and then I 
immediately edited the transcript to ensure anonymity. Where a participant refers to a 
specific, identifiable person, position, project, area of the university or other piece of 
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content, that specific reference is replaced by a general one to prevent identification. 
For example, if a participant referred to a specific person such as Professor Firstname 
Surname, that name was replaced with a generic title or position descriptor such as 
my supervisor or the Dean of my School, or with their pseudonym if they were also a 
participant in the research. Where the specific identification of an individual 
mattered, they were allocated a pseudonym from the prepared list to ensure that no 
actual names could be accidentally included in any of research outputs. 
 
In addition to all of these practical methods of assuring the anonymity of 
participants, Angrosino’s (2007, p. 80) advice on ensuring anonymity also informed 
my selection of narrative methods of data presentation in Chapter Four – “fiction is 
sometimes employed for ethical reasons (the better to disguise the identities of 
people who might be compromised if they were too readily identified by 
conventionally ‘objective’ writing.” By writing a narrative I was able to assure 
participants that their words would be spread amongst the characters in the story, 
thereby adding an additional level of anonymity to their participation, as well as to 
my own input to the research. 
 
3.2.5   Site Entry and Risk Management 
To the extent that you can disappear into the daily lives of your research 
subjects, you will succeed as a qualitative researcher (Everett, 2002). 
 
 
As stated previously, one of the reasons for conducting this research was 
convenience. I had been a staff member at the site, in roles of communication, 
training, and change management for the Department of Informed Money, and 
particularly for the two change projects being investigated, so access was easy to 
negotiate. 
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I sought permission from the Executive Director of the Department of 
Informed Money to conduct this research, and written approval was received on 28 
October 2002 for me to undertake the proposed research. As noted above in Section 
3.2.1 Site Selection and Section 3.2.2 Site Context, several potential participants had 
also expressed verbal willingness to be involved in the research prior to its 
commencement. 
 
Following ethical clearance to conduct this research, hard copy letters were 
sent to each potential participant, inviting them to participate. The invitation was 
similar to the one presented in Appendix C. I sent only one or two invitations out at 
any point in time, to ensure that the workload was managed and the site was not 
overly impacted by my research, as I was conducting this research while also 
working full-time. 
 
I scheduled interviews with the 17 who accepted, for convenient times from 
late 2006 to late 2009. Interviews were scheduled for one hour, and most took the 
full scheduled time. I scheduled reflection and note-making time following each 
interview, either immediately afterwards or at the end of the day, and used that time 
to write up my field notes, including descriptions of the interview location. 
 
Unlike some researchers, I was not able to rely on “youth and inexperience” to 
“endear myself to some narrators” (Errante, 2000, p. 19). Many of the potential 
participants worked with me during the development and implementation of the 
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projects being studied, so I needed to be explicit about asking what could be 
perceived as stupid questions, referred to as intentional naïveté (Mead, 1943) or 
deliberate naïveté (Kvale, 1996). On balance, though, that loss was more than 
balanced because these existing relationships often enabled easy entry to “flow … 
moments of optimal experience [during an interview] when our sense of self-efficacy 
is heightened and our social bonds are strong … when there is an interpersonal 
bridge” (Errante, 2000, pp. 19-20), and several interviews were more like 
conversations with past colleagues than formal interviews with a research purpose. 
These conversations resulted in a balance of power, as Clandinin and Connelly 
(2000) describe, with trusting professional relationships resulting in interviews that 
were more like conversations than guided question-and-answer sessions. 
 
At the end of each interview, I offered the participant the opportunity to 
member check my transcription. A few accepted the offer, but none provided 
comments or requested changes to the transcripts of the interviews that I provided, 
indicating that the transcriptions were perceived to be accurate by the research 
participants. 
 
At the time of conducting the research, the first major risk was that of 
participant attrition. Due to the amount of time that had passed since the projects 
occurred, it was more and more likely that many of the participants would move on 
to other positions or other workplaces. In conversations with other, more experienced 
researchers including my thesis supervisors, we agreed that this attrition was 
acceptable up to approximately a rate of 50% before the research was put into 
jeopardy, as the total number of potential participants was approximately 40, spread 
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1:4 between those involved in directing the projects and those whose positions were 
significantly impacted by the projects. Allowing a 50% attrition rate still left 
approximately 20 potential participants at the site, which was a sufficient number of 
potential participants to gather useful information to answer the research questions. 
In addition, those potential participants who were still employed at the site, even if 
they had changed positions, were still able to be included, as were any potential 
participants identified using the ‘snowball sampling’ technique. 
 
The other major risk was that of the fallibility of human memory, and the 
subsequent inability of participants to recall anything relevant. This is discussed 
further in Section 3.3 Data Sources below, and was managed through the strategies 
of using the invitation to prompt their memories of events, an introduction to each 
interview where I reminded the participant that we were talking about events of up to 
a decade before, and by the changing focus during the interviewing phase to include 
participants perceptions of the subsequent decade’s change management at Omega 
University. 
 
3.3   Data Sources 
As detailed below, there were three main sources of data for this research: 
Documents, Interviews, and my own personal notes and recall. 
 
3.3.1   Documents 
At the conclusion of the DATA project, the project manager ensured that each 
project team member, including myself, received both hard and electronic copies of 
the project documentation developed throughout the life of the project. I did the same 
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for myself at the end of the FINANCE project, resulting in a large number of project 
documents (including post-implementation reviews) that were readily available for 
analysis. 
 
As the goal of this research was to gather the stories and perspectives of those 
affected by the changes imposed by the projects, the project documents were used for 
reference and confirmation rather than full document analysis, keeping in mind Yin’s 
(2003, p. 87) warning that “every document was written for some specific purpose 
and for some specific audience other than those of the case study being done.” As 
such, I used the documents to clarify my recollection of the intention of the projects 
prior to commencing the interviews, and to answer specific questions that arose as a 
result of the interviews, such as how long it took between the FINANCE project’s 
inception and its final definition of its deliverables, and what overlap there was 
between the groups who were targeted for training by both projects. 
 
The project documents also informed my own autoethnographic approach to 
the research, as I had been the author of many of the project documents, particularly 
the communication, training and change management plans. I had worked closely 
with the DATA project manager on the development of most of the suite of project 
documents arising from that project, and had input to most of the FINANCE project 
documents as well. I was therefore able to include the intentions of the project 
documents into the narrative without conducting a full content analysis of what was 
written in them, an advantage of my position as an insider to the projects. 
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3.3.2   Interviews 
Two methods of interview were offered: Small focus group interviews with 
staff directly involved in FINANCE and DATA and dyadic, also known as 
individual, interviews with all invitees – project staff, key managers and recipients of 
FINANCE and DATA. In the actual interview phase, all invitations to small group 
interviews were refused by the members of the project teams, so only dyadic 
interviews were conducted, with me and one research participant at a time. 
 
Interviewing individuals rather than conducting surveys was the most effective 
approach for this research for several reasons. Because of the nature of the research, 
it was necessary to put together extensive rich data that could be mined for themes. 
Interviews allowed the capture of comprehensive stories rich in meaning, as well as 
providing opportunities for probing and in-depth questioning that would not have 
been available from other data sourcing techniques.  
 
Conducting dyadic interviews gave me an opportunity to “understand the world 
from the subject’s point of view, to unfold the meaning of peoples’ experiences, to 
uncover their lived world prior to scientific explanations” (Kvale, 1996, p. 1), or as 
Rhodes (2004, p. 15) puts it, this allowed me to “speak from within in order to 
explore the complexity of understanding without seeking to ‘get it right’ with 
singular and final explanations or prescriptions.” 
 
Loosely or semi-structured interviews, as were used in this research, allowed 
the development of conversations, using the original Latin meaning of conversation 
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as “wandering together with” (Kvale, 1996, p. 4). This also enabled us to discuss the 
things that mattered personally to each research participant (Quaye, 2007) – to allow 
them to give it their own emic focus (Stake, 2010). 
 
Interviewing also allowed the flexibility to permit participants the necessary 
time to recall more accurately their perceptions of the training and any subsequent 
learning about coping with change. This was vital given the time that has elapsed 
between the training from the projects and the interviews taking place. It allowed me 
to implement Decety and Grezes’ (1999, p. 178) conclusion that “the neural substrate 
for action planning is activated during perception of action”, in other words that 
asking interviewees to begin recalling their experiences prior to the interview’s 
beginning, both through the invitation and in the introduction before the interview 
proper began, placed them in a better position to do so. As Sims (2003, p. 1197) puts 
it, “experience is only made available through memory, when it is turned into a 
story.” By giving the participants the opportunity to tell me their stories of what 
helped them to cope with change, I gave them the chance to access their memories 
and turn them into useful experiences that could be shared during the interview. 
 
Unlike other data collection techniques, interviews gave the opportunity to 
explore more deeply (Seidman, 2006) and counteract potential memory loss that 
would have occurred over time, simply because the interview format allowed me to 
use prompts and to give the respondents as much time as they needed to remember. 
As Fincham (2002, p. 5) puts it, “this process of meaning construction is constitutive 
of social relationships, not merely a set of tales and stories that overlay the reality of 
events … which are not ‘explained’ by establishing their causes, rather they are made 
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understandable by integrating them within a sequence.” In other words, by giving 
participants time and consideration, they were more able to provide meaningful 
stories for me to understand. In the words of Rhodes and Brown (2005a, p. 171), 
“narratives are structures through which events are made sense of rather than just 
being representations which convey meaning”, including by those telling the stories 
in an interview. 
 
In accordance with the principles of good research design as described by Yin 
(2003, 2012), the initial interview questions underwent pre-testing and refinement 
with the earlier interviews.This resulted  quite quickly in a much shorter set of 
questions and prompts for deeper explanation (Seidman, 2006), as most participants 
were either providing their stories from only the first question or were travelling 
down their own paths to obtain their answers, meaning that the prepared prompts for 
deeper explanation were not used. A sample of the final interview guide is presented 
in Appendix D, although the only questions actually asked of all were What helps 
you to cope with change at work? and, for the later interviews, Do you think Omega 
University has learned how to manage change any better in the last decade? 
 
Following Yin’s (2003, p. 92) recommendations, any information provided in 
the interviews was treated as a verbal report only, and likely to include “bias, poor 
recall, and poor or inaccurate articulation.” To enable better consistency, and 
improve the authenticity of reports, my notes also include instances where a 
participant declined to answer a question, which only occurred in one interview.  
 
 128 Chapter 3: Research Design 
Improvements to my own interviewing technique from initial interviews were 
incorporated into subsequent interviews, as there was some initial inconsistency of 
results – I realised that some participants were succinct while others rambled, so 
there was variation in the richness of the data being gathered. As Merriam, 
Courtenay, and Baumgartner (2003) and Andrews (2008) note, the only way to make 
sense of anything is to bring a new experience to bear upon it – in this instance, 
learning how to be a better interviewer and ask better questions in order to get to 
respondents’ stories more effectively. In addition, there were technical issues with 
the quality of eight early interview recordings, which made the field notes rather than 
the transcripts the best source of reliable data for those conversations. As a result, as 
is seen in Chapter Four, this resulted in some participants’ providing more fodder for 
the ethnographic fiction that has been developed as the findings of this research. 
However, all interviews and their field notes were used to inform the findings, even 
if there were only one or two sentences available to use. 
 
This reflection, along with preliminary analysis of the gathering data, led to an 
additional research question for later interviews which did not exist in the original 
scope: Has there been observable positive change, in the subsequent ten years since 
the projects occurred, in the way that Omega University conducts large-scale 
organisational change? This was partly done because the participants were talking 
about current projects at the university, often as contrasts or comparisons to the 
FINANCE and DATA projects, but also as a deliberate data collection method to 
address the issues of the fallibility of memory, also known as retrospective recall. 
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3.3.3   Retrospective Recall 
While not specifically using the term retrospective recall, Rhodes (2000, p. 
516) describes it when he says that “interview participants do not have a fully formed 
version of their own histories to draw on freely and to call up and recount in a way 
independent of their subsequent experience, the context of the research, or their 
relationship with the researcher. There is not a coherent whole of experience from 
which a slice can be cut and delivered up to the researcher; rather, in the process of 
an interview, the past is being recreated in the present.” In other words, what is 
recalled is determined by whatever else is going on at the time of the interview. 
 
A study into recall by Shiffman et al (1997) found that research participants 
generally remembered more, and more accurately, if they were given the freedom to 
follow their own mind’s path to a memory, rather than being prompted by the 
interviewer. Throughout this research, I kept that proposition in mind and applied it 
through using very broad questions in the interview guide, and allowing participants 
the freedom to answer however they wished, thereby coming as close as possible to 
free recall within the bounds of the study. As both Clandinin and Connelly (2000) 
and Meininger (2006) note, the very process of paying attention to someone’s 
recalled memories and stories of events gives those events, stories and memories new 
life. 
 
This is moderated, however, by Friedman’s (1993, p. 48) assertion that “the 
events that we cannot place in time are those that are poorly remembered.” To 
mitigate for this effect, I used the introduction to each interview to remind 
participants exactly when the project(s) occurred in time, and let them know (in the 
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later interviews) that I would be asking for their recall of not only those particular 
two projects but also their reflections on whether subsequent projects and staff at the 
research site were enacting better ways to help people cope with change in the 
subsequent decade. In that way I hoped that the two projects would not be recalled as 
“isolated instances” (Coaldrake & Stedman, 2013, p. 89) but as part of a larger span 
of experience. 
 
In their study into the recall of smoking lapses, Shiffman et al (1997) found 
that allowing time between the activity and the recall allowed reconsideration of the 
event, and enabled clearer and more accurate recall. This agrees with Friedman’s 
(1993, p. 44) suggestion that “our view of the past is the product of a constructive 
process”, along with Clandinin & Connelly’s (2000, p. 179) discussion of “memory 
reconstruction.” This can also be likened to Naot, Lipshitz and Poppers’ (2004, p. 99) 
concept of “sensemaking, [which] is the process through which people construct an 
image of their situation and act on the basis of that image.”  
 
Using this concept of sensemaking, Naot et al (2004) went on to explain how 
the Israeli Air Force used post-flight reviews to make sense of their pilot’s actions 
and improve their ability to improvise in future flights. These reviews occured after 
the flight and before videotaped recordings of the flight were viewed by the crew. 
This gave them space to reflect on what had happened by reducing the “uncertainty 
that affects sensemaking – the question ‘what’s going on?’” (p. 108). This is echoed 
by Owen et al (2009, p. 190) who found that “memory is partial, fleeting, subject to 
our positioning, intentionality, and audience”. 
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Similarly, this study allowed its participants to have space to reflect and access 
their memories – firstly, through having waited several years after the projects were 
complete before beginning the investigation, and secondly through the space between 
invitation and interview. The large space – between the projects and the research – 
was necessary to allow emotional space, not only for the participants but also for the 
researcher to feel less invested in the outcomes of the projects, as described 
previously in Section 1.3 Significance, Scope, and Definitions. The smaller space to 
reflect – between the invitation and the interview – was designed to allow 
participants to begin recalling on their own how they thought and felt about the 
projects, as the invitation at Appendix C clearly states the two projects being 
investigated. It did not include a copy of the interview guide or a specific preview of 
the key questions that would be asked.  
 
Following terminology used by Shiffman et al (1997), Friedman (1993) and 
Naot et al (2004), this research was deliberately designed with large time gaps in 
order to give participants the time to construct their image of the past and enable 
them to make sense of it through reconsideration and further experience. As Liu et al 
(2012, p. 285) note about their research participants, “as time passed ... their 
responses reflected an interpretative assessment of their experiences within the 
context of their current lives.” And, of course, it is that same opportunity for further 
reflection (de Vries & van der Meij, 2003) and interpretation in light of the now that 
this study provides, not only for the participants being asked to reflect on what 
happened during and after the projects used as situated cases, but also for those 
reading the resulting narratives and reflecting upon them. 
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Had the opportunity arisen, interesting data might have been sourced from 
attending training sessions that are run by the organisational areas of Omega 
University which had embedded the changes brought about by the projects (Maurer, 
2009). That attendance would have provided the opportunity to gather observational 
notes by conducting an observation as a participant (Creswell, 2009), and would 
have informed a comparison of the training as it was conceived and conducted during 
the projects to how it is now being delivered to the University. Unfortunately, the 
timing of training being offered never aligned, and, as noted by one of the 
participants, the training being offered has in fact changed significantly as the mid-
level administrative staff have changed and become more experienced in handling 
the FINANCE and DATA aspects of their positions over time. But there may be 
fruitful future research in looking at differences in training, either at Omega 
University or in other workplaces, between projects and their ongoing embedding as 
normal business. And, of course, as Andrews (2008, p. 96) notes, “there is never a 
final analysis, only points along the way.” The point along the way that this research 
covers just happens to not include any comparative data on current training 
techniques in Omega University. 
In summary, the timing of this research process is shown in Figure 3.1. 
 
Figure 3.1. Timing of research 
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3.4   Data Analysis 
Writing about qualitative data cannot be separated from the analytic process ... 
In fact, it is central to that process, for in choosing words to summarise and 
reflect the complexity of the data, the researcher is engaging in the interpretive 
act, lending shape and form – meaning – to mountains of raw data.  
(Marshall & Rossman, 2011, p. 222). 
 
Following my previous experience, both in undergraduate Journalism and in 
postgraduate research classes in both business and education, I used a three-phased 
data analysis process for this research, broadly involving the steps of transcription, 
data making and data analysis (Peloso, 2002; Stewart & Shamdasani, 1990; Stewart, 
Shamdasani & Rook, 2007). 
 
3.4.1   Transcription 
Permission was sought from participants to audio record the interviews, and 
was given in all but one instance. In that one case, detailed handwritten notes were 
taken instead. As soon as possible following each interview, I transcribed as fully as 
possible the conversation, and immediately modified it using the generalisation 
technique described above in Section 3.2.4 Anonymity. The transcripts followed 
some of Silverman’s (2000) conversation analysis conventions to ensure that 
conversational and grammatical elements such as pauses and overlaps in 
conversation were captured in the transcription. Naming and coding conventions for 
audit trail purposes are detailed in Appendix E. 
 
At the end of the interview, I asked each participant if they wanted a copy of 
the transcript when it was complete. Those who did were sent a copy for member 
checking – confirmation that it accurately represented both the actual conversation 
and the participant’s perception of the situation (Creswell, 2003; Maykut & 
Morehouse, 1994; St.Pierre, 1999), a technique also referred to as respondent 
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validation (Reason & Rowan, 1981; Silverman, 2000). Following member checking 
where it was wanted by the participant, which only occurred in three instances, I 
coded the transcript as final and saved a copy of it into a folder called Transcriptions 
– Complete, to indicate that it was ready for coding.  
 
In addition to the recordings, the transcriptions themselves became part of the 
coding process, as suggested by Marshall and Rossman (2011), preparatory for the 
data making process. 
 
3.4.2   Data Making 
While others may consider the preparation of data prior to analysis a part of the 
analysis phase, I was trained to see it as its own phase – the making of the data into 
something useable. I began the research with the intention of identifying chunks of 
each transcript to use as context-rich descriptions for each theme that was identified 
through the research process. I therefore commenced with the process of finding 
these exemplars and copying them into a Microsoft Excel worksheet, where each tab 
in the worksheet contained the quotes for a different theme, a variation of the cut-
and-paste or scissor-and-sort technique (Stewart et al, 2007).  
 
However, as the development of my methodology and particularly the 
presentation of the findings matured, I realised that I was creating extra work for 
myself that I didn’t really need to do. So, instead, I simplified the process and 
remained with the original Microsoft Word documents, saved in the “Complete” 
folder, and used them for the data analysis process.  
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3.4.3   Data Analysis 
Using the completed transcriptions and field notes, I immersed myself in the 
data, reading and rereading them to clarify a limited number of common themes 
(Chase, 2003; Exley, 2005; Marshall & Rossman, 2011; Wagner, 1999) and find 
representative examples of those themes. Those themes had been initially identified 
from the research literature, reviewed in Chapter Two. The immersion process 
enabled me to clarify and expand on those literary themes to produce a list consisting 
of actual, practical examples of the words that the research participants used. 
 
While the majority of this immersion was undertaken through the reading and 
re-reading of transcripts and field notes, I also used electronic means available to me 
to assist in the process. Two techniques were used for this analysis: Key Word and 
Cut and Paste.  
 
During the Key Word technique, I used concept mapping software called 
Leximancer (2012) to identify words that were mentioned frequently, either by the 
same participant or by different participants. I then mapped those words back to 
concepts arising from the literature and identified in the theoretical framework 
described in Chapter Two. This was important as it helped me to be sure that I was 
not simply selecting concepts that I thought were important from my own etic 
perspective, but those that were emically there in the transcriptions. For example, 
several participants mentioned the importance of sponsors, which at that point had 
not been covered in my Literature Review, so I added sponsor to the list of key 
words as well as to the literature. The full list of final key words is in the Analysis 
Coding section of Appendix E, and a wide sample of the Leximancer (2012) concept 
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maps are presented in Appendix F. The various concept maps are presented as I used 
the different concept maps throughout the data analysis process, to continuously 
refine my analysis. 
 
I then used those key words in the Cut and Paste technique, which involves 
colour-coding of data to classify it by using the key words identified in the Key 
Word technique. My previous coursework and employment experience with this 
technique worked well using Microsoft Word, where versions of focus group 
transcripts were initially marked up using different colours to identify different 
concepts, and then transferred to new documents, one for each concept.  
 
By highlighting the key words in their own colours, I was able to see quickly 
where in each transcript there were clusters of themes being discussed. So I coloured 
every instance of change as green, management as blue, training as purple, 
communication as yellow, trust as pink, leadership as turquoise, and coping or 
managing (different to management) was orange, as shown in Figure 3.2.  I found 
this a useful technique, as it helped me to both visualise and summarise the themes 
that mattered most to each research participant. 
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Figure 3.2. Cut and paste technique 
 
In this case, I initially used the Find function, Ctrl F, in Microsoft Word to 
identify full or partial keywords. For example, the truncation “lead” enabled 
identification of leader, leadership, leading etc (Chase, 2003; Stewart et al, 2007). I 
then colour coded each keyword across all of the transcripts to assist with the later 
identification of episodes (Exley, 2005) for the write-up of the findings, as shown in 
Appendix E.  
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Following initial colour-coding, I worked with a printed colour copy of each 
transcript, and re-read them to ensure that I had not missed any key words by only 
relying on the electronic find function. Those that I found, I highlighted and fixed in 
all of the electronic copies, as well as modifying my analysis guide to include the 
truncation that had been missed. For example, my initial truncation had been the 
word “leader”, so the find function had excluded the word leading. 
 
I used the two techniques of Key Word and Cut and Paste iteratively 
throughout the data analysis process, as new synonyms and truncations for key words 
were introduced by participants. In this way I was able to keep my focus on the 
emerging themes as I read the transcripts. At the end of the analysis process, I printed 
final colour versions of each transcript and associated field notes documents so that I 
could fully immerse myself in them, reading and re-reading them to identify 
important information from both within and across them, as described further in 
Section 3.7 Presenting the data below. 
 
Unlike many traditional data analysis methods which involve the coding of 
chunks of data, the process used to analyse the data for this research did not result in 
a coded list of related words or phrases. Instead, I kept all of the transcriptions intact, 
so as to have the entire stories together as they were told to me. I used the colour 
coding to direct my attention to the themes across all of the data as I immersed 
myself in the outcomes, but there was no formal coding of words or phrases. 
In summary, the data collection and analysis occurred as is shown in Figure 3.2. 
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Figure 3.3. Data collection and analysis 
 
Once the data analysis was complete, I was able to take the themes I had 
identified through the process described above and immerse myself in them again. 
This final immersion, along with the reminders from the project documents, allowed 
me to undertake heutagogic self-reflection (Kenyon & Hase, 2001; McAuliffe et al, 
2009; Parslow, 2010; Winter et al, 2008) in order to produce an authentic 
presentation of the data collected throughout this research. By using the words of 
research participants as prompts for my own reflection, the research is strengthened 
and extended beyond my own etic knowledge. This process also allowed me to 
construct the narrative presented in Chapter 4 by combining aspects of the various 
stories told by the research participants into different characters or personae for the 
narrative, each one representative of various themes and based upon the actual stories 
of individual participants. In that way, I could ensure that none of the characters in 
the narrative were duplicating an individual research participant, but instead each 
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character was constructed from different parts of each participant, fully reflecting at 
the same time the views of all of them and yet none of them individually.  
 
3.5   Quality Assurance 
In order to undertake good qualitative research, it is vital to assure the quality 
of both the method and the outcomes. Traditionally, research has been evaluated on 
the basis of validity and reliability, two quantitative-method-based quality measures 
which are not necessarily adequate to assess the quality of qualitative research. 
 
Validity is generally assured through member checks, where participants are 
given the opportunity to see how their input has been collected, made, and analysed 
in order to ensure that it is an accurate and truthful reflection of their experiences 
(Yin, 2003). Reliability is generally assured through the use of consistent definitions 
and measures, triangulation of data from more than one source, and other design 
choices such as the development of recording rules and a formal sampling plan.  
 
The major quality assurance mechanism in reliability is triangulation, which is 
rooted in quantitative research techniques where experiments can be replicated and 
repeated to see if they achieve the same results. The use of triangulation assumes that 
there is one true reality that can be found by looking at the same event from different 
directions including time/space, materials, points of view etc. I sympathise with 
Stake’s (2003) attempt to include the term triangulation into a qualitative, 
interpretive approach by likening it to different ways of viewing the phenomenon, so 
in this study I asked participants for their perceptions of the same events – the 
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training and support provided by the two projects – to get the perspectives of the 
different groups involved – the managers, the project team members, and the affected 
participants. I combined this with the intentions from the training plans for the two 
projects, and my own knowledge and experience as the change manager for those 
projects. In this way the research has what Guion, Diehl, and McDonald (2011) refer 
to as data triangulation as a quality assurance mechanism. 
 
However, since this research is qualitative in nature, it is inappropriate to use 
validity and reliability as measures of quality. There is growing support from 
researchers in all fields and across the world for the use of alternative quality 
measures in qualitative research. These alternative measures include trustworthiness, 
authenticity, and internal coherence (Clandinin & Connelly, 2000; Cresswell, 2009, 
2003; Kohler-Riessman, 2008; Moring, 2001 Tierney, 1993).  
 
Trustworthiness, or the credibility of this study, is assured through the audit 
trail (Bassey, 1999; Creswell, 2009; Marshall & Rossman, 2011; Merriam, 1998; 
Merriam & Simpson, 1984) as described above, giving the reader a chance to see the 
personal decisions that have been made in the course of the research (Sturman, 
1999). It is also assured through my neutral and open-minded approach to the 
research question (Patton, 1990), which I am investigating without an expected 
conclusion or hypothesis to prove or disprove. The only bias I am aware of bringing 
to this research is a preference for just-in-time training, rather than scheduled 
opportunities in classroom settings. However, as discussed in Tale Eleven of Chapter 
Four, I have had to reconsider that preference as a result of this research. 
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Authenticity in this study is largely assured through the use of rich text – large 
chunks of data that give the reader access to the words of the participants, and the 
documents that were used for guidance in the projects, allowing the selection and 
presentation of sufficient evidence (Yin, 2009). The use of the data analysis 
techniques described above in Section 3.4.3 Data Analysis also assist with assuring 
the authenticity of the research outputs. 
 
Internal coherence in this study can be assured through the recording and 
reporting mechanisms such as member checking, the use of key word and cut-and-
paste analysis to organise the data and ensure that there is consistency in the 
language used to report the findings, and through the use of qualitative research 
methods that are consistent with a constructivist epistemology. This is also related to 
Yin’s (2003, p. 162) requirement that a case study should be “complete.” 
 
3.6   Ethics and Confidentiality 
There are three main ethical considerations within this research. First, it was 
approved by the QUT Ethics Committee, as it involves people, with QUT Ethics 
Clearance Number 0600000550. Second, all participants were kept fully informed 
and aware of the reasons for and anticipated outcomes of the study, including the fact 
that I intended future publications from the data. Third, since the changes being 
investigated have the potential to affect staff across Omega University, this research 
was open to anyone who wanted to give their input. 
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In addition, there were considerations about the ethics of conducting research 
in a place where one has worked. However, as discussed in Chapter 1, the benefits of 
intimate knowledge of the site and well-established relationships with participants 
outweighed any foreseen ethical considerations. Invitations to participate in the 
research were clearly labelled as my own personal research, with no connection to 
my previous employment at Omega University.  A similar statement prefaced all 
discussions about the research with participants and will do so in publications. As 
part of the data collection, permission was sought from and given by all participants 
for their words to inform both this thesis and any future publications resulting from 
the data collected, with the promise of confidentiality, as explained above in Section 
3.2.4 Anonymity, to ensure their anonymity. 
 
3.7   Presenting the Data 
In part to assure the confidentiality and anonymity of participants, the case 
report is presented as a narrative, re-storying the views of the participants into a new 
tale, seen through the lens of my own experiences at Omega University. As 
Ollerenshaw and Creswell (2002, p. 382) explain, “Re-storying is the process of 
gathering stories, analysing them for key elements of the story (e.g. time, place, plot, 
and scene), and then rewriting the story to place it within a chronological sequence.”  
 
I selected narrative as the most appropriate method of presenting the results as 
it allows the case report to be made more personal, believable, realistic, and 
accessible (Alvermann, 2000; Cottle, 2002; Pullen & Rhodes, 2008; Swap, Leonard, 
Shields & Abrams, 2001). This approach is supported by many authors on narrative 
techniques, including Vickers (2002, p. 613), who warns that “keeping the personal 
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voice out frequently means that our work is under read, dry, inaccessible – and 
boring.”  Eisner (1997) also reminds us that narrative is often the best way of sharing 
experiences and gaining an insight into the stories of others, while Rhodes and 
Brown (2005b, p. 483) suggest that “borrowing from literary genres can assist us in 
our efforts to produce more interesting and readable accounts”. 
 
As noted earlier, Naot et al (2004) stress the importance of creating stories in 
the process of sensemaking, describing how flight crews participate in a process of 
analysis and composition of stories about what actually happened and how the 
mission could have been conducted more effectively. In a similar way, the research 
conducted here into large-scale organisational change seeks to identify both 
participants’ stories of what happened to and for them, and how their change 
resilience could be supported. From these individuals’ stories, more generalisable 
change support mechanisms have been identified from within their narratives. As 
O’Connor (2000) points out, descriptions and narratives of organisational change 
have often been detached from their context. To paraphrase a journalistic phrase I 
learned in my undergraduate degree, context is king. And, as the old tales of the 
Fisher King teach us, bad things happen when the king is separated from the 
kingdom. In the same way, any consideration of personal change resilience must be 
viewed within the wider context of other organisational changes occurring. 
 
The presentation of results as a narrative fits neatly within my social 
constructivist epistemology, as stories are generally written from only one person’s 
viewpoint among the many that are available from the pool of characters within the 
story.  Of course, no researcher can depict the Other as well as they can depict 
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themselves (Cottle, 2002; Rhodes & Brown, 2005b; Tierney, 2002a,b), but that is not 
the intention of this research. To borrow words from Rhodes (2000, p.516), the 
writing of this research is “a dialogic process that produces an output informed by 
the mixed voices of the interviewer and the participants.” 
 
By creating stories from the field texts (Connelly & Clandinin, 2000), the 
selected story elements will assure internal coherence and create trustworthiness 
through the process of re-storying the narratives. It also fits with Bridges’ (1991, 
2003) use of metaphors for change – this thesis is simply a longer metaphor for a 
poorly managed large organisational change followed by a better managed one, with 
a focus on personal change resilience rather than the broader change journey. 
 
It should be reiterated here that the intention of this research is not to simply 
record oral histories, but to actively take the words used by participants and use those 
words to create amalgam personae to tell the stories of change that are collected. 
While the creation of personae is a frequently used tool in the fields of Web page 
design and marketing (Brechin, 2002; Cooper, 2003; Eisenberg, 2004a,b; Goodwin, 
2001, 2002; Grok, 2005), it does not yet appear significantly in the literature about 
qualitative research and resulting narrative reports. This research will therefore add 
the ability to use the construct of personae to the body of knowledge in what Van 
Maanen (2006, p. 15) calls “textwork”, or the ways of writing research stories. 
 
Unlike traditional narrative research, which is a “first-person oral telling or 
retelling of events related to the personal or social experiences of an individual” 
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(Ollerenshaw & Creswell, 2002, p. 332), this research creates single stories for 
several personae, each made up from elements of the stories of various individual 
participants, all seen through the lens of my own analysis and experiences. In doing 
so, it makes an original contribution to the field, by answering Ollerenshaw and 
Creswell’s (2002, p. 345) concluding methodological question: “Can multiple stories 
be combined into one story?”  
 
By using these techniques of narrative presentation, this research will therefore 
answer a methodological gap in the literature, around the use of the stories of 
multiple participants to create personae with which to tell a coherent story, thereby 
making a significant contribution to knowledge in the field of qualitative research. 
This will also allow the narratives to be structured to meet the needs of their various 
audiences, not only in this thesis but in future publications arising from the research, 
some of which may provide opportunities to write the data in alternative ways to the 
narrative which is used in this thesis.  
 
I explored four possible ways to write narrative data while preparing this thesis 
– ethnographic fiction, autoethnography, life stories and creative non-fiction. The 
intention of a narrative is to tell the story of a community of people – to identify the 
essence of a people-oriented story in order to draw attention to one or more parts of 
it. And a project is simply a community of people working together. The possibilities 
for presenting the narrative of such a community of people range from the purely 
speculative and fictional, through creative non-fiction to ethnography and the more 
recently-popular autoethnography. All of these give different possibilities for the 
presentation of research and data, and have differing requirements and outcomes on 
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the continuum of credibility, authenticity, coherence, and anonymity. If the data 
presented are too anonymous, the sense of a community may be lost. If the data are 
too real, there exists the risk of making the participants identifiable. A balance must 
therefore be found between the real and the contrived in order to present real people 
in a non-identifiable way. 
 
The case studies in this thesis are combined and presented as ethnographic 
fiction, seen through the researcher’s autoethnographic lens, whereby the insights 
and stories offered by participants are transmuted into a piece of fact-based fiction, 
as it is “through fiction [that] we rearrange facts, events and identities in order to 
draw the reader into the story in a way that enables deeper understandings of 
individuals, organizations, or the events themselves” (Tierney, 1993, p. 313).  
 
As was done in Tierney’s seminal 1993 work The Cedar Closet as well as in 
other works of ethnographic fiction (Ely, 2003; Parker, 2004; Pelias, 2003; Petersen, 
2007), the intention of this research is not to represent any perceived external or 
objective reality, but to represent a believable situation, peopled by believable 
characters, acting in believable ways, and resulting in a believable outcome. As 
Tierney (1993, p. 303) suggests, “Instead of evaluating research on the basis of 
validity or trustworthiness, a reader might ask the following questions: What is 
learned from the text? Are the characters believable? Are there lessons to be learned 
from the text for my own life? Is the situation plausible? Where does the author fit in 
the formation of the text? What other interpretations exist? And finally, has the text 
enabled me to reflect on my own life and work?” By adopting Tierney’s criteria for 
evaluation, the fictionalisation of the data presented therefore becomes less of an 
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issue, as the deeper “truths” of the data will still be in evidence despite their not 
being directly attributable to one participant, but instead to a persona – a character 
formed from the words of several participants, in the same way that a tapestry is 
made of many threads which come together to form one coherent picture or pattern. 
But ethnography alone will not suffice, as I am not only the researcher, but a 
participant in the research setting with my own story to tell, as described in Chapter 
1. 
 
The question of the author’s position, always a tricky one with qualitative 
research, can be answered through the practice of autoethnography, where “the 
researcher is not trying to become an insider in the research setting. He or she, in 
fact, is the insider. The context is his or her own” (Duncan, 2004, p. 30). In this case, 
I was an insider to the organization and my experiences have included many similar 
situations to those described by the participants, so the presentation of the research in 
the next Chapter occurs through the filter of my own experiences. The analysis of 
this autoethnographic element is done through heutagogic self-learning and 
reflection, as described by Kenyon and Hase (2001) and Parslow (2010), and 
modelled beautifully by Cann and DeMeulenaere (2012). 
 
Using ethnographic fiction with elements of autoethnography to inform the 
creation of the characters has given me the ability to take a step back from my 
immediate experience in order to more fully present the experiences described to me 
by the participants, remaining true to their stories while crafting a tale that can be 
presented in order to protect their anonymity. In addition, as described by Russell 
(2001, p. 1), although it began as an active opposition to colonial representations of 
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those they studied ethnographically as the Other and a chance for Others to speak on 
their own behalf, autoethnography is also an opportunity for researchers to ground 
themselves in “experience and observation” and to understand how their “personal 
[histories are] implicated in larger social reforms and historical processes.” Further, 
in a recommendation for how to evaluate such self-informed research, Duncan (2004, 
p. 38) notes that “there is a place in scholarship for shining the light of research 
where one stands; for attempting to know one’s own experience and sharing that 
knowledge.” This relates neatly to Eisner’s (1976, 1977) concept of educational 
connoisseurship and criticism, whereby those with experience and understanding of 
an educational phenomenon have both the ability and the responsibility to explain it 
to others in such a way as to help them see what is going on in order to evaluate and 
improve the activity. 
 
Of course, autoethnography has both advantages and disadvantages as a way of 
presenting research. As discussed above, it gives the ability, as Littlejohn and Foss 
(2009, p. 69) put it, to “allow for a single voice to craft a reflexively textured 
experience of culture” – to provide a consistent tale about experiences. On the other 
hand, autoethnography by definition is limited to that one voice, whereas the 
intention of this research is to gather multiple voices and distil their experiences – 
both common and uncommon – into one cohesive story about coping with large-
scale change in higher education. As discussed in Section 3.6 Ethics, 
autoethnography brings issues of anonymity into question (Ellis, Adams, & Bochner, 
2011) as the author is identifiable. However, this is an intentional move away from 
the omniscient author found in traditional research methods (Anderson, 2006), so it 
is both an advantage and a disadvantage. The final advantages of autoethnography as 
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a method are those already discussed in Section 3.2 Method and justified by Duncan 
(2000, p. 123) as: “issues of accessibility, permissibility and unobtrusiveness present 
no obstacles”. Thus, for the presentation of the data collected in this thesis, while 
autoethnography provides a partial solution, it does not allow the incorporation of the 
stories of others, and so must be augmented by other forms of ethnographic fiction to 
provide the complete methodology adopted here.   
 
Working alongside the field of autoethnography, therefore, are life stories, 
whereby researchers gather information about the lived lives of their participants 
through interviews of more or less formal construction. This is a technique that is 
often used in the fields of health, mental health, and support for the disabled or 
disadvantaged, in order to build a full case file or picture of an individual (Hamilton 
& Atkinson, 2009; Meininger, 2006; Owen et al., 2009). While it seems to be a 
complementary method to the ethnographic models, the disadvantage to this method, 
and the reason that the case report for this research is not presented as a life story, is 
that we then take the transcribed life story as real. And the stories presented should 
not be taken as verbatim records of reality because, as Lieblich, Tuval-Mashiach, and 
Zilber (1998, p. 8) remind us, “the life story develops and changes through time. 
When a particular story is recorded and transcribed, we get a ‘text’ that is like a 
single, frozen, still photograph of the dynamically changing identity. We read the 
story as a text, and interpret it as a static product, as if it reflects the ‘inner’, existing 
identity, which is, in fact, constantly in flux.” This is echoed in Clandinin and 
Connelly’s (2000) discussion of lived and told stories, Meininger’s (2006, p. 186) 
discussion of lived stories as “an instant in a continuing process of interpretation”, 
and Park’s (2005, pp. 38 & 40) discussion of lifewriting as a way to make “sense of 
 Chapter 3: Research Design 151 
phenomena and events” in order to develop “believability and the understanding of a 
truth [rather] than the knowing of a static truth that can be measured precisely.”  
 
In addition, as noted above, the life story tends to occur mostly in a health 
setting, where individuals’ stories and incidents from their lives are collected and 
represented, usually with the intention of reminding their caregivers and medical 
professionals that they, too, are people with lives and needs to be considered in their 
treatment. There are, however, many similarities between this use of life stories and 
the methodological writings of Clandinin and Connelly (2000, p. 31), where they talk 
about narratives as social interactions which are temporal events of which "other 
possibilities, other interpretations, other ways of explaining things are possible.” The 
narrative presented in this thesis is only one of the possible stories that could be told 
– its intention is not to present narrative closure (Rhodes, Pullen, & Clegg, 2010). 
 
The final category of methodological writing possibilities that informed the 
development of this thesis is that of creative nonfiction. In this field, the written work 
represents an experienced reality, and that reality is presented as a creative (but not 
fictionalised) work. As Gutkind (2005, p. xxvi) puts it, “creative nonfiction 
encourages personal reflection about events and ideas that affect our lives in a 
number of universal ways – not necessarily as therapy for writers, but so that more 
readers might understand and relate to the larger issues which connect to the personal 
stories.” This relates back to ways of evaluating ethnographic fiction as well (Rhodes 
& Brown, 2005b; Tierney, 1993), as it focuses on the truth beyond the immediate 
words spoken by participants or interviewees. But, like the other methods 
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considered, by using only the actual words of research participants they may be made 
identifiable, which is too large a disadvantage to ignore.  
 
In an ideal world, the case studies presented in this thesis would be written as 
pieces of factual writing – creative nonfiction, where every word is drawn from an 
interview transcription and backed up by references and triangulated analyses. In the 
real world, however, it is necessary to grant participants the level of anonymity with 
which they feel comfortable. I have attempted to do this here by taking those 
participants and creating characters based on some of their characteristics, by 
melding together participants’ parts into several characters, so that no one character 
represents any individual participant, and no one participant can select an individual 
character and say that is all me. As Delbanco (2000, p. 11) puts it, “My role [as the 
writer of the research is] to evoke the nature of the enterprise in a language faithful to 
but sufficiently distant from the original to be more than mere transcription.” Or, as 
Gerard (2005, p. 250) more romantically puts it, “we’re trafficking in fictions in 
order to approach reality.” 
 
3.8   Summary of Chapter Three 
This Chapter has described the two main methodological areas within this 
research – firstly, the design and methods to source the data from participants, and 
secondly the methods informing the write-up and presentation of that data in the 
following chapter. I have argued that my choices in these areas have identified a gap 
in the methodology for qualitative research, which this thesis addresses through the 
creation of personae to tell the stories of multiple participants in one coherent 
narrative. I have described how I will present the data in the following Chapter, and 
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argued that the most appropriate way to do so while ensuring the anonymity of 
participants is by using a narrative method with a specifically autoethnographic view 
of the stories of the research participants. 
 
In summary, the data to answer the three research questions were sourced and 
analysed as shown in Table 3.4. 
Table 3.4 
Data sources and analysis techniques to answer research questions 
Source of data How handled Research question(s) 
Interviews Transcription; field notes; 
immersion to identify 
themes; data preparation 
via cut-and-paste and 
keyword techniques; 
confirmation of themes 
using Leximancer, 
immersion. 
1; 2; 3 
Project documents Reviewed to 
confirm/clarify project 
plans, objectives, and 
timing. 
2; 3 
Autoethnographic recall Heutagogic self-learning 
(Parslow, 2010); reflection 
1; 2 
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Chapter 4:  Results and Discussion 
"I’ll take you down the only road I’ve ever been down. You know, the one that 
takes you to the place where all things meet." 
Ashcroft, Jagger, & Richards (1997) 
 
 
This chapter provides the findings of this research, presented as a work of 
ethnographic fiction seen through an autoethnographic lens. The chapter is divided 
into two parts – this section, which describes how the chapter is organised, followed 
by the presentation of the data.  
 
The data have been distilled through the scope of analysis of this research as 
shown in Figure 1.1, analysed as described in Chapter Three, and is presented in a 
triadic fashion: a brief introduction to the issue or topic; followed by the findings of 
this research, documented as a melded narrative created from the stories of the 
research participants and anonymised into a work of ethnographic fiction; and 
concluding with a discussion of the research, including the research participants’ 
words which provided inspiration for each tale and elements of the literature that 
informs it.  
 
This chapter provides answers to the first two research questions: 
1. What is the human cost of large-scale organisational change? 
2. What helps or hinders peoples’ perceptions of their own personal change 
resilience when they encounter large-scale organisational change at work? 
The third research question is answered in Chapter Five. 
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The story presented here tells the tale of a fictional project at Omega 
University, highlighting findings from both the literature and the research 
participants’ own experiences of other change projects at Omega University and in 
other institutions where they have worked. The story follows the development of a 
simple financial report, and tells a story about helping people to cope with change 
through the actions of two project managers, the project team, the clients and the 
sponsor of the project. While the project presented is fictional, it represents very real 
situations in terms of the constructs and events that were described by the research 
participants, and hence makes a novel contribution to the theoretical body of 
knowledge about organisational change management, particularly in higher 
education.  
 
As Eisner (1991, p. 190) reminds us, the point of research is to find a new way 
to explain and describe what we see – an epiphany of sorts, told in story form so that 
it has both characters that we can relate to and a purpose and conclusion that 
resonates with us as readers. The narrative in this Chapter is divided into chaptered 
narratives labelled tales. Those tales tell the main story of a small team working on a 
very simple project in a large urban university, interspersed with small narratives 
labelled as interludes which tell the parallel story of the fictional Vice-Chancellor’s 
journey to better understanding her role as a sponsor of the change process.  
 
4.1   Presentation of the Findings 
 
For this chapter, the interviews conducted for this research are the initiatory 
prompts for my autoethnographic journey into the alternate reality of a project that 
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never happened, where the words of those who were interviewed contribute 
significantly to the landscape and characters that I am presenting here. As Golden-
Biddle and Locke (2007) warn, while the author gets to choose how they disguise 
themselves in the story, they do not get to leave themselves out of the story. I have 
therefore chosen to filter all of the interviews and other document content analysis 
data through my own autoethnographic lens, so that each persona created to tell this 
story is composed of parts of me and parts of my research participants. This enhances 
the anonymity both for them and for me, while retaining the trustworthiness and 
rigour of a study based in the data collected during interviews. 
 
Of course, I have also been careful not to let my own voice and experiences 
overwhelm the research. As Tierney (1996) reminds us, while research is an 
investigation into everything that can happen in an organisation, in practice it is an 
investigation into only a fine slice of what those who choose to participate in the 
research decide to tell us about what has happened to them. Where I am using the 
words of a research participant, I label them as such, referencing them as research 
participant and then their pseudonym. The research participants’ pseudonyms do not 
appear in the narrative itself, only in the introductory sections and the discussions. In 
those discussions, I have extended this labelling to describe the players in the 
ethnographic narrative as characters as shown in Table 4.1 – Cast of Characters, to 
clarify who is an anonymised research participant whose identity is being protected, 
and who is a constructed fictional persona being used to tell the story of this research 
in the below narrative. After all, the research is, as Rhodes (2004, p. 15) notes, built 
on the specific stories of individuals and not on generalisations or existing theories. 
In this presentation, the anonymised real people are given highly unlikely, even 
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strained, psuedonyms, with their first name and surname starting with the same letter 
– Edgar Evans, Lawrence Ling. The characters, on the other hand, are given more 
believable names – Felicity Cho, Brian Kerr – so as to enable for the reader an easy 
entry into their fictionalised world. 
 
The narrative presented here is modelled on fast food management parables 
such as the One Minute Manager series by Blanchard and others (1981/2003, 1985, 
1989, 2000), and Rohn and Widener’s (2005) Twelve Pillars, and can be seen as an 
extended version of Bridges’ (2003) metaphor for change.  In this case, the metaphor 
is in the form of a narrative that tells a story about the human cost of change, and 
embeds some possible answers to the question of what helps and hinders peoples’ 
own personal change resilience – in this case, management, leadership, trust and 
communication. 
 
Whilst I lean towards the postmodern, in this thesis I have made two explicit 
choices about form which mean that the narrative presented here is not a postmodern 
one. I have chosen to present this as a traditionally time-bound linear narrative, in the 
style of Swift’s Gulliver’s Travels (1726/2010), where one action (in this case, 
meetings or conversations) follows another in sequential order from earliest to latest 
in traditionally-bounded chronological time. But, as Tierney (2002a, p. 396) 
recommends, this thesis does not follow the “linear temporality” of the research 
participants. As a melange which presents multiple experiences of coping with 
change, the tales presented here are derived from individual stories from the research 
participants, which I have put together into a single coherent narrative. The narrative 
also follows Gulliver’s Travels stylistically, using a quote from a participant as an 
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introductory forerunner to each tale, in the same way that Swift provided a preview 
summary of each Chapter’s contents before it began.  
 
In this narrative’s other step away from the postmodern, I have chosen to use 
an omniscient narrator in order to tell the stories of the voices from the campus, with 
thanks to van Maanen (1988, 2010) for the phrase, that this study collected and 
collates. 
 
Finally, it is important to remember that this is a work of ethnographic fiction, 
so you should not assume that the institution described in this narrative is my current 
place of employment, or that any of the characters depicted in this work represent 
actual participants in the research. It presents the story of a small project that could 
have happened at a fictionalised institution called Omega University, in order to 
clarify what helps and hinders ordinary workers when they are faced with large-scale 
organisational change at work. 
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Table 4.1 
Cast of characters 
Character  
(in order of appearance) 
Position in Omega University 
Stefanie Jackson Vice-Chancellor; Project Sponsor 
Jim Sawyer Finance Director, DIM 
Judie Tyler Programmer; Project Team member 
Theresa (Tear) Jones Administration Officer; Project Team member 
Ellaine Ash Consultant; Initial Project manager 
Brian Kerr Finance Officer, DIM; Initial Project Team member 
Richard (Rick) West Head, School of STEM 
Kristopher (Kris) Benson Lecturer, School of STEM; Project Team member 
Molly Muthratanji PhD student, School of STEM; Project Team member 
Tom Katter Finance Officer, School of STEM 
William Nillsen Finance Officer, School of Law 
Felicity Cho Executive Officer, School of Business 
Jack Daniels Senior Finance Officer, School of Business 
Beth Anderson Secretary to the Vice-Chancellor 
Zoe Kampopo Head, Internal Audit 
Oliver Richards Senior Finance Officer, DIM; 2nd Project Team member 
Annabel (Anna) Kwong Web Manager, Digital Communications; 2nd Project Team 
member 
Rhiannon O’Connor Executive Officer, School of Health and Medicine; 2nd 
Project Manager 
Lisa Tendakis Finance Officer, School of Education and Arts 
Cathy Hoggett Finance Officer, School of Health and Medicine 
Sophie Burns Dean, School of Health and Medicine 
Bob Sexton Dean, School of Business 
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4.2   Introduction – “I couldn’t get complete and accurate data from anyone” 
research participant Penelope Porter (transcript p. 32) 
 
The narrative begins when the character of the Vice-Chancellor of Omega 
University commissions a project. At this stage, the project is purely based on a need 
that has been expressed by a vocal member of the University community. In this 
narrative, we meet two characters – the Vice-Chancellor, Stefanie Jackson, who will 
be a recurring character in the narrative, and the Finance Director, Jim Sawyer, who 
will not. 
 
4.2.1   Introduction: Narrative 
Stefanie Jackson, Vice-Chancellor of Omega University, is sitting in her 
favourite seat in a campus café one winter afternoon in June, thinking about traffic 
lights.  
One of her Governing Council members had called that morning, frustrated at 
not being able to understand the University’s budget for the coming triennium. 
Stefanie had sympathised with the man, a retired Engineering lecturer, and had 
agreed that the reports provided were dense and difficult.  
“What we need,” the Council member had said, “is something simple, like the 
traffic light. If it’s green, it’s good. If it’s yellow then it needs attention. And if it’s 
red, then it should be dead.” 
 
As she sips her third double-shot cappuccino of the day, Stefanie picks up her 
phone and scrolls through its address book until she finds the number she wants. 
“Jim?” she asks when the call is answered. “It’s Stefanie Jackson. Do you have 
five minutes to come and meet me in the coffee shop off the Quad?” 
 
Five minutes later, Jim Sawyer, the University’s Finance Director is sitting at 
the table with his boss, wondering why Stefanie is fixated upon traffic lights, but 
agreeing that they are a good idea. 
“Great, then,” Stefanie says, draining the last of her coffee. “I’ll leave it with 
you to get me some traffic light reports about the Budget in time for the next Council 
meeting.” 
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Jim wonders what he has just got himself into as he watches the Vice-
Chancellor walk away. But he knows just who to call to help him. 
 
4.2.2   Introduction: Discussion 
The theme of this introduction is the initiation of the project. This is the 
introduction of the characters of the Vice-Chancellor and the Finance Director in the 
Department of Informed Money, at Omega University.  
 
Traditionally, the Vice-Chancellor should either be the sponsor for the project 
or very clearly initiate the project and nominate some other senior member of the 
staff to be the sponsor, but the character of Stefanie Jackson in this narrative has not 
taken either of those roles. As research participant Olive O’Brien commented, when 
she arrived at Omega University to work on the FINANCE project, “most of the 
people in the project were new and inexperienced in their roles” (OO transcript, p. 3). 
This is echoed by research participant John Jackson’s words that, “certainly there 
was a sponsor … but I don’t know that he fully understood” (JJ transcript, p. 2).  
 
This tale highlights three problems, in terms of helping people to cope with change. 
Firstly, the change is imposed from outside rather than being an identified need from 
within the organisation – as research participant Penelope Porter put it, “as an 
institution, we’re very reactive rather than proactive” (PP transcript, p. 22). 
 
Secondly, the scope of the project is poorly defined. This relates to one of the key 
findings of this research – participants at all levels in change want more good-quality 
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communication; as research participant Penelope Porter said, “there’s never been 
enough sharing” (PP transcript, p. 3). 
 
Thirdly, responsibility for the project is unclear. In the words of research 
participant Neville Norton, “If you’re going to have change, you need to have a 
driver for change. And someone who’s quite passionate about it” (NN transcript, p. 
13). Both the driver and the passion are missing at the beginning of the project being 
narrated here. 
 
 
  
4.3   Tale One – “A lot depends on who’s driving the project” research 
participant Richard Robbins (transcript p. 3) 
 
In this tale, the project team meets for the first time. We are introduced to 
several key characters for the narrative. The project manager character surprises the 
other characters with the way she acts. 
 
4.3.1   Tale One: Narrative 
The project team meets for the first time on a rainy Thursday afternoon. The 
boardroom is small, with only a dozen high-backed chairs around a long, oval table.  
The greeny-grey curtains are pulled across the windows at the far end of the room, 
and the room is lit by harsh fluorescent down-lights which pool on the surface of the 
polished wooden table, picking out the paler gold grain in the dark hardwood 
tabletop. 
 
Judie Tyler is the first to arrive, clomping down the greige-coloured hallway in 
her purple boots, her black pleated skirt swishing around her bare knees. She pauses 
for a moment beside the glossy wooden door, adjusting the collar of her hot pink 
buttoned-down shirt. Taking a deep breath, she pushes the door open and enters the 
room. 
Huh! First one here, she thinks to herself, a little surprised.  
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She chooses a seat at the far end of the room, diagonally opposite the door, but 
near the window, and puts her handbag on the table beside her. While she waits, she 
rolls her high-backed plush leather chair back to face the window, and pulls the 
curtain aside to watch the rain. 
The click-clack of heels on the tiled floor outside the meeting room announces 
the arrival of Theresa Jones, the administration officer for the project. She wafts into 
the room on a cloud of perfume, tossing her blonde ponytail over her shoulder as she 
enters. She glances around the room, taking in Judie’s bag and back at the window at 
the far end of the room, and then walks to the seat to the right of the table’s closer 
end, on the same side as Judie.  
“Hello,” she says brightly as she sits down, “I’m Tear,” rhyming it with rare. 
Judie drops the curtain, and turns to face Theresa, who is young, and blonde, 
wearing a skin-tight pink jacket and skirt, showing a flash of thigh disappearing 
under the desk as she sits down.  
“Judie,” she offers, standing but not moving towards the girl.  
“Oh, you’re our IT girl,” Theresa says, smiling brightly. Then, hearing 
footsteps approaching, she turns the smile towards the door. 
An older, more expensively dressed version of Theresa enters, glances around 
the room, and then focuses her clear blue gaze on Theresa. 
“You must be my PA?” she asks. “I’m Ellaine Ash, the project manager.” She 
holds out her right hand, the immaculately polished nails glinting in the artificial 
light of the boardroom. 
Theresa grabs it gently. 
“Elaine? I’m...” 
“Elle-aine,” she corrects the young girl’s pronunciation, her shiny painted-on 
blush-pink smile freezing for just a moment as she does so. She withdraws her hand 
as though prolonged contact might be physically painful, her French-tipped acrylic 
fingernails glistening again as the light hits them. “Are we all here? Let’s get 
started.” 
Theresa sits as Ellaine speaks, and pulls a small spiral-bound notebook from 
her shiny black handbag. 
“Yes – sorry. I’m Tear. Theresa Jones. Call me Tear. Are we all here?” she 
looks around the room. “I think we’re one short. Our finance man?” 
The project manager shakes her head, and the thin white-blonde streaks in her 
shoulder-length golden bob catch the light. 
“We’ll start. He can catch up when he joins us. Time is money, after all.”  
She turns to Judie. “You are?” 
“Judie Tyler,” she replies. “Programmer and corporate report specialist.” 
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Ellaine’s top lip pushes out a little as she nods. 
 
“And I’m Brian, Brian Kerr” comes a soft voice from beside the door. They all 
turn to stare at the man in the brown suit, who had taken his seat while they were 
introducing themselves.  
“Ah. Our money man,” Ellaine says, not quite sneering, but making it clear that 
she would be if they had met socially. “So now we know who we are and why we’re 
here. I’ve been brought in by the Finance Director in the Department of Informed 
Money, Jim Sawyer, to get this new finance reporting implemented quickly. In the 
Department of Roads, Railways and Other Transportation, I did something similar 
just last year and we delivered a full system in only six months.” 
 
Six months! Must have had a big team, Judie thinks.  
“And are they still using it now?” she asks. 
Ellaine does not look at her as she replies. “I wouldn’t know. My job was to 
deliver it, and that’s what I did. That’s why I’m here. Because I get the job done.” 
 
After a pause, Brian clears his throat.  
“So what’s our budget?” he asks. 
“At the moment, we’re to come up with a solution including the costings. I’ve 
been told to deliver results, so cost isn’t something I’m going to worry about right 
now,” Ellaine replies. 
 
At the end of the table, Theresa scribbles frantically on her notepad. 
“As I’ve said already,” Ellaine continues, “it is up to you to come up with a 
solution. Now, I need to go and get some things done. Theresa will be in touch with 
each of you to schedule a one-on-one meeting with me, so I can work out what I 
need you to do.” And with that, she leaves the room. 
 
The three still sitting look at each other. 
“Wow,” Judie says, staring at Brian. 
 “How odd,” he agrees. 
 “I guess that’s why she didn’t want to sit down,” Theresa says, closing her 
notebook.  
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4.3.2   Tale One: Discussion 
The theme of this tale is the initiation of the project through the team who will 
deliver it. The first intention for this tale is to introduce the main character of the 
narrative, Judie Tyler, who will build the reports that the Vice-Chancellor has asked 
for.  
 
Four characters are introduced here, and each is an archetype (Altham, 2007; 
Jung, 1968) in some way.  
Judie, at this stage, is an archetype awaiting definition, one of the faceless 
many who populate higher education and actually get on with doing the work that 
needs to be done in order to keep the institution running, because they are competent 
in their roles. Her character will change throughout the narrative, as we see some of 
the negative impacts of poorly managed change, and then the subsequent impacts of 
a better-managed change.  
Theresa is an archetype of youth and inexperience – fun, energetic, more 
interested in her looks and social life, and aligning herself with someone ambitious in 
hopes of being promoted along with them. She echoes the project manager’s words 
“Are we all here?” for reflected authority. 
Ellaine, the external consultant brought in to be the project manager, has been 
created from participants’ mostly negative comments about external consultants and 
bought-in project managers. She is also an archetype of all the negative aspects that 
the term manager (as opposed to leader) can connote, as was discussed in Chapter 
Two. She is bureaucratic, self-interested and self-important. She does not think about 
the other members of her team as people, just as tools to achieve her desired 
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outcomes. This is evidenced overtly in her lack of niceties such as not answering 
clearly the questions asked of her and instead giving them a management-speak no-
answer implying that she could do as she chose, and her abrupt exit of the meeting 
almost as soon as it had started, implying that her time was more valuable than 
anyone else’s. She is a character who is not interested in two-way communication, or 
in building trust. 
Brian is a money man, whose only real interaction is about the bottom line of 
the project. Without spoiling the story to come, he is also here to show us the 
negative impacts of poorly managed change on real people. 
 
This tale’s second intention is to make clear that the project had begun with no 
clear scope or list of deliverables other than a vague parenthood statement made by 
the project manager. In the words of research participant Penelope Porter, “Under the 
FINANCE project … the role of the project wasn’t very well defined” (PP transcript, 
p. 3). 
 
4.4   Tale Two – “I trust the project managers to go and get the end users 
engaged and on board” research participant John Jackson (transcript p. 4) 
 
In which the project team meets for the second time, at the end of the following 
week.  
 
4.4.1   Tale Two: Narrative 
On the following Friday afternoon, the team assembles again in the same 
boardroom. Again, they take the same seats, although this time Ellaine actually sits 
down. 
She looks around.  
“OK – status reports. Where are you at?” 
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What status report?  Judie wonders, and looks across at Brian. 
He stares back, his eyes wide. Judie’s left eyebrow rises for a moment. He 
doesn’t know anything about them either, she thinks. Phew. 
 
Theresa flips open her notebook and picks up her pen. 
“From now on,” Ellaine continues, “I’ll expect your weekly reports to be 
emailed to me by two o’clock each Friday afternoon. But just for this week, I’ll take 
them verbally. Brian? As our money man, you’re the representative of the clients. 
Where are you at with the user requirements?” 
 
Brian blinks before answering slowly. 
“Well, there should be a FOG meeting in a couple of weeks, so I guess I can 
talk to them then.” 
“Fog?” Theresa asks. 
“Ah, yeah. The F-O-G, Finance Officers Gathering, which everyone in it just 
calls the FOG. It happens every month or so,” Brian replies as he watches her 
scribbling frantically.  
“All right. So no progress from you,” Ellaine sighs. 
“Well, I’d really feel more comfortable if I had a bit more to go to them with – 
knowing the project plan or our scope or something first,” Brian adds. “Where are 
we at with the project planning?”  
 
Ellaine tugs at the sky-blue collar of her form-fitting polo neck sweater, 
making her hair swing. 
“Well, I have Stefanie’s go-ahead to do whatever I think we need to. So I’m 
going to get Theresa to give Judie the specs that I had developed when I ran a similar 
project for Roads and Railways last year. They did it all in six months, so you should 
be able to do this before Christmas,” Ellaine says gruffly. 
Judie nods vigorously.  
“Then the two of you can work together on what you’re going to do next,” 
Ellaine commands. 
 
She waits for a moment, breathing out heavily. 
“Has anyone else done anything this week?” she asks. 
No-one volunteers. 
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After several seconds, Theresa comments, “I’ve scheduled the Steering 
Committee meetings for the rest of the year. And the project team meetings. They’re 
in your e-diary now.” 
Ellaine nods and puts her hand on Theresa’s shoulder. “It’s sad that THAT is 
the biggest achievement of the week, T.” 
Theresa grimaces and her eyes narrow, and then it is gone, so quickly that 
Judie thinks she might not have seen it at all. 
“I guess we’re done, then,” Ellaine says, getting up from her seat. 
 
She’s not walking out on us unawares again, Judie thinks, getting to her own 
feet. 
“Have a good weekend, then,” she says to Ellaine as the project manager heads 
for the door. 
“Oh. Yes. See you next week,” Ellaine replies from the doorway, before 
walking out quickly before anyone else could speak. 
 
Got her! Judie thinks, a smile of satisfaction crossing her face. She looks back 
towards the table and sees Brian smirking at her from his seat by the door, so she 
shrugs one shoulder and smiles more widely at him. She knows it is a tiny victory 
over the harsh impersonality of the manager, but it still feels worthwhile, and it was 
certainly fun. 
 
4.4.2   Tale Two: Discussion 
The theme of this tale is power. The primary function of this tale is to highlight 
perceptions from the research participants on how not to run a project. It shows 
project management by surprise and ambush rather than through building a sharing, 
collaborative and trusting environment. The character of the Project Manager is the 
only one who knows what is going on, in order to have a feeling of power and 
control. In the words of Hodgson and Cicmil (2007, pp. 145-146), “much of [project 
management] theory and commonplace prescription continues to emphasise the role 
of project managers as ‘implementers’ whose role and responsibility is merely to 
address issues of control (time and cost) and content (planned scope of work).” 
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This character of the Project Manager is being “insensitive to others” (Altham, 
2007 p. 251), and she has been deliberately written sighing and using other language, 
both verbal and non-verbal, as signs of her frustration and impatience, so as to 
provide Tierney’s (1993) believability. This project manager has also been 
deliberately described so as to have no empathy, which, according to Goleman 
(2004, p. 6) means “thoughfully considering employees’ feelings – along with other 
factors – in the process of making intelligent decisions.” This character’s lack of 
empathy leads to her assessment of the team in Interlude 1, which follows.  
 
She is also using her position of power to make the others feel subordinate, 
such as using the Vice-Chancellor’s first name to imply she knows her personally 
(rather than referring to Stefanie by her position, as is more common amongst the 
majority of staff working at a university), and using the word you rather than we 
when discussing the outputs and activities of the project team. She embodies 
Cicmil’s (2000, p. 4) warning that “Many professional project consultants and 
project managers think they know what clients’ goals are.” By shutting down any 
conversation or questioning, the character of the project manager Ellaine is trying to 
make the team do what she wants them to, without conducting any investigation of 
actual requirements – an exaggeration of the concern commonly expressed in the 
literature about external consultants. 
 
The second purpose of this tale is to create a more realistic story world, and 
make the reader feel as though they are witnessing a genuine slice of university 
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culture. This is done through various techniques including the use of acronyms and 
jargon. While acronyms are the institution’s coded language, enabling a sense of 
camaraderie and common purpose among their users, they also work as an 
exclusionary tactic when people haven’t been taught what the acronyms mean. As 
research participant Lawrence Ling put it, “[Higher education is] a completely new 
language. I remember, I think the first day that I started. There was a team meeting 
and I went into it and I was introduced to the project group and they start talking. 
And from the time the project manager said ‘Hello, this is Lawrence to the time we 
walked out, I think I only understood every second word because it was all acronyms 
the whole way through. I thought ‘what the … what have I got myself into? I don’t 
know. Is this woman speaking English? I don’t know.’ And so just trying to 
understand that was a bit overwhelming” (LL transcript, p. 5). 
 
In addition, to continue the feeling of “being there” by making the characters 
more realistic, I have taken one of my own personal characteristics and given it 
consciously to Theresa – if I’ve offered an abbreviation of my name as the character 
does by saying “call me Tear”, don’t shorten it further as Ellaine does by calling her 
“T”. 
 
The third purpose of this tale highlights the need, suggested by research 
participant Penelope Porter, that “if there’s a change that is going to be introduced, 
we need to plan for it” (PP transcript, p. 9), as participants agreed that the FINANCE 
project took a lot of time and spent a lot of money on consultants before they 
developed a plan. 
 172 Chapter 4: Results and Discussion 
 
The fourth purpose of this tale is built on research participants’ experiences, 
where consultants expect that the same solution can be easily implemented or 
imported directly regardless of context. It is also explicitly informed by research 
participant Penelope Porter’s comment that “we always go for the technology” (PP 
transcript, p. 18) as the solution to a problem. 
 
4.5   First Interlude – “Find the folks who can do things – build a network” 
research participant Quentin Quinn (transcript p. 2) 
 
In which the character of the Project Manager meets with the Vice-Chancellor 
to express her concerns about the University’s team and their capabilities. 
 
4.5.1   First Interlude: Narrative 
The late afternoon sunlight is streaming into the Vice-Chancellor’s office 
through a westward-facing window. She sits in the middle of a three-seater red sofa, 
her arms spread out across the back of the chair – a reclining Buddha in a designer 
suit. Ellaine Ash perches on the edge of a white leather bucket seat, a Perspex coffee 
table between them. She wriggles as Stefanie speaks. 
“So, how are things going?” Stefanie asks, leaning even deeper into her seat. 
Ellaine sighs before answering. “Can I be blunt?” 
Stefanie nods, moving her shoulders fractionally forward from the back of the 
sofa. 
“Is this really the best project team you’ve got?” Ellaine asks, in an outpouring 
of breath. “They’re not exactly – current. Or even forward-looking. It’s like they’ve 
never worked in a team before! And they’ve got no clue how a project should work. 
They’re all waiting for me to do everything for them. And I don’t think any of them 
have listened to a single instruction I’ve given!” 
Ellaine looks up to see the most powerful woman on campus smiling at her, the 
Vice-Chancellor’s shoulders relaxed back into her chair again. 
“What?” Ellaine demands, leaping to her feet. 
“Relax. Sit down,” Stefanie says. “If that’s all that’s wrong, we’ll be fine.” 
“What???” Ellaine squawks, perching back on the tip of her chair. 
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Stefanie laughs, not politely, but as a condescending adult does to a child who 
has inadvertently said something amusing because they were too young to know 
differently. “This is a university. We pride ourselves on being the last bastion of 
intellectual freedom. Of course they don’t want to play well together. We encourage 
most of our staff to do their own thing, and to make it so specific that they’re the 
only expert in it. That’s what it’s all about. Even with our administrative staff.” 
“But, in my last job, with the government…” Ellaine begins, but is cut off by 
Stefanie. 
“This university is not the government,” she smiles. 
“But … well …” Ellaine pauses, her ice-blue eyes narrowing. “What do you 
want me to achieve for you?” 
Stefanie smiles again. “I hired you to run the project to improve our finance 
reports. That’s what I want you to achieve. My Council members can’t understand 
them now, so I want them to be made better.” 
Ellaine smiles, and stands up again. “That,” she says, “I can deliver.” 
“Good,” Stefanie replies. “I’ll find you an academic to add to your team. 
Maybe someone from IT who can give you some of those up-to-the-minute ideas you 
want.” 
 
4.5.2   First Interlude: Discussion 
The themes of this interlude are knowledge and agency. This interlude shows 
two things – firstly, from the comments of several research participants, project 
managers and consultants from outside the university system have shown to have 
little or no understanding of the actual details and underlying purposes of a 
university’s operation. As research participant Daphne Downe noted, “we had an 
external consulting company come in and do a consultancy where they were going to 
help us frame what we wanted to do … it ended up that I was managing the 
consultancy person and really what they put in their report was what I was generating 
and finding out myself” (DD transcript, p. 2). 
 
There is also a misconception that, because its researchers are at the forefront 
of advances in their professions, the entire institution must be current in its practices 
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and processes. In fact, as research participant Penelope Porter comments, “I know 
one particular School goes and teaches project management to a big corporate 
organisation. And when it was audited, do you know what they concluded? Their 
project management needs improvement. How they’re managing this particular 
project to deliver this training, which is corporate, needs improvement” (PP 
transcript, p. 19). 
 
In addition, as explained in Chapters One and Two, the higher education sector 
in Australia is bound by both Federal and State or Territory legislation, it does not 
have the freedom to act in any way it chooses. Instead, it must have clear and 
compliant processes for its various activities. 
 
The second issue surfaced in this interlude is the frequent fuzziness of scope in 
change management and continuous improvement processes. In this case, the 
character of the Vice-Chancellor wants something better than she already has, and 
that is the only direction the character of the Project Manager receives – to “improve 
it”. As research participant Quentin Quinn put it, “You need measures to know when 
you’ve achieved success” (QQ file note, p. 1). As highlighted in Section 4.5.2, 
however, the character of Ellaine has made a choice to make assumptions about what 
is needed, rather than investigating more deeply. 
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4.6   Second Interlude – “Sometimes we could make a change just through a 
business process, but we always go for the technology … just so we can also put 
a level of research in” research participant Penelope Porter (transcript p. 18) 
 
In which the character of the Vice-Chancellor arranges for an academic to join 
the project team. 
 
4.6.1   Second Interlude: Narrative 
Vice-Chancellor Stefanie Jackson sits at her favourite coffee shop on campus, 
early on Monday morning, waiting because she knows the Head of the School of 
Science, Technology, Engineering and Mathematics always comes here on his way 
to the office. When he enters, Stefanie raises her hand and beckons the man over. 
“Rick!” Stefanie greets him when the thin man in his mid-50s reaches his table. 
“Vice-Chancellor,” Richard West replies in his soft Irish lilt. “How’s your day 
going?” 
“Quite well, thank you,” Stefanie replies. “Very well, in fact. Especially if you 
can find me someone to join a little project team. They’re all admin staff putting 
together some new budget reports, and I think they need a good academic to give 
them a bit of direction and currency. What do you think? Have you got anyone?” 
Richard thinks for a moment, and then nods slowly. 
“Well, I might have just the man,” he says. “Who should I tell him to talk to?” 
Stefanie smiles. “My secretary Beth can put him in touch with the project 
manager Ellaine. Thank you, Rick. I think this will be just what it needs.” 
*** 
Twenty minutes later, Doctor Kristopher Benson is surprised to find the Head 
of School standing in the doorway to his office. 
“Richard! What’s up?” Kris asks. 
“Well, I have a proposition for you. From the Vice-Chancellor, actually,” 
Richard replies, moving into Kris’ office. “Remember how we talked at your annual 
review about you needing something – extra – for your application for promotion 
next year?” 
“Yes,” Kris replies, gesturing for Richard to take a seat. 
Richard shakes his head, preferring to remain standing just inside the doorway. 
“Well, the Vice-Chancellor is looking for an academic from this School to join 
a University-wide project to build some new reports. Give the project team a bit of 
rigour, make sure what they’re doing is current, that sort of thing,” Richard explains. 
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“Yeah?” Kris asks, leaning forwards. 
“Well, I thought you might be the right person for it. What do you think? It’d 
look great on your CV. And the rest of the project team’s already together. And 
they’re all admin staff, so they’ll be doing all of the work. You’ll just be the brains 
behind what they’re doing.” 
“And that’s going to look good on my promotion application next March?” 
Kris asks. 
“Oh, yes,” Richard replies. “Being on a University-wide project will show the 
promotion panel that you’re a real team player, and it can also count towards your 
service and leadership write-ups too, so it’s a double-whammy.” 
 
“And it won’t be too much work?” Kris asks. “Because I’m already teaching three 
classes and working with Alison on her peer review project. And I’ve got the 
government consultancy. Plus I’ve got Molly, that new PhD student to look after. So 
I wouldn’t want my own research to suffer because of this other project.” 
 
“Well…” Richard begins, but is cut off by Kris’ next words. 
“Unless I can publish from the project as well?” he continues. “Then I can be 
doing the project and still getting publications out. THAT would work.” 
“That WOULD work, indeed,” Richard agrees. “You’ll need to call the Vice-
Chancellor’s office and get the contact details for the project manager. Ellen or Alan 
or something. Anyway, the VC’s PA will know. It’s a great honour, you know, to be 
asked to be involved in this.” 
 
4.6.2   Second Interlude: Discussion 
The theme of this interlude is agency. This interlude is designed to express 
research participant Simon Smith’s explanation of his active choice to be involved in 
change projects when they are offered: “Volunteering at the start is a good strategy. 
In addition to knowing how these systems have evolved, you’re going to have a say 
in how they look. And, at the end of the day, people are going to think you’re a good 
guy as well, because you volunteered” (SS transcript, p. 3). 
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This interlude goes on to highlight research participant Simon Smith’s strategy 
for convincing people that change can be a good thing: “If you want to motivate 
people, you’ve got to find the various things that switch them on ... You only need 
one argument to strike a chord to convince someone to participate” (SS transcript, 
pp. 3-4), which is echoed in the literature such as Petersen’s (2011) statement about 
academics agreeing to serve on committees purely to boost their CV, in her 
discussion of academia as a career rather than a vocation, which itself builds on her 
earlier findings about academics being “counselled as to what they need to do more 
or less of in order to get up the ladder” (Petersen, 2009, p. 420). By finding that one 
argument that works, the character of Kris Benson is given agency to act based on 
his expertise and knowledge in the field. The fact that this agency was reached 
through persuasion by his Head of School, acting upon a direct instruction from the 
character of the Vice-Chancellor, may warrant future investigation – is agency 
reached through persuasion or coercion less valid than if it is reached voluntarily? 
 
 
4.7   Tale Three – “After a while it became like a personal challenge, because 
this project was tagged to my name, and I was not going to let my name get 
rubbed through the mud” research participant Daphne Downe (transcript p. 7) 
 
In which the project team meets for its first regular fortnightly meeting. The 
new team member is introduced, and brings a surprise. The project is named. 
 
4.7.1   Tale Three: Narrative 
Dah dah My universe will never be the same, I’m glad you came, I’m glad you 
came dah dah da deeh da dah dah
4
 Theresa sings to herself. Okay, that’s everyone 
except the new guy, she thinks as she stands beside the door to the meeting room, 
swaying slightly to the music in her head. 
                                                 
 
4
 Mac, Hector, & Drewett, 2011. 
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Come on, guy, where are you? She’ll start without me sitting down, and then 
I’ll be behind in the notes all meeting. Ah! Is this him? Why’s he got someone else 
with him? 
 
Kristopher Benson walks up the hallway towards the pretty blonde in the short 
blue skirt with a matching blue jacket over a white sweater. Beside him is his PhD 
student, Molly, whom he’s convinced to join him in the meeting by explaining that it 
will be a good learning experience for her, and that he plans to get her to attend the 
meetings for him if they clash with his teaching or other commitments. 
 
“Hi! I’m Tear,” Theresa says, smiling widely. 
“Kris,” he replies, smiling back at her. “And this is Molly.” 
“Great. Come on in.” We’re all just waiting for you. 
 
The three enter the room. Kris heads for a seat at the far end of the table, near 
Brian, the only other man in the room. Molly follows him awkwardly, bumping her 
hip against the backs of the seats as she squeezes past them. The sequins on her sari 
glitter as she moves down the room. 
 
Once the two of them are seated, Ellaine clears her throat. Theresa slides into 
the seat beside the project manager and flicks open her notebook just as Ellaine 
begins to speak. 
 
Phew! Made it! I need to get more organised for these. She always just starts without 
warning. No greetings or welcomes or anything, Theresa thinks. 
 
“So, we’re all here and the Vice-Chancellor has added an academic to our 
team. Why don’t you introduce yourself and your friend to us all?” Ellaine invites 
coldly. 
 
“Sure,” Kris replies. “I’m Doctor Kris Benson from the School of STEM. I’m a 
lecturer in database design with a specialisation in reporting portals and outputs. My 
most recent publication was in the Australian Journal of Intelligent Information 
Processing Systems back in August last year, and I’m going to the 21st International 
Conference on Information Systems in Prato, Italy in the mid-semester break to 
present a paper on emerging business intelligence and how it can interact with a 
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corporate data warehouse in a State government department. Oh, and this is my PhD 
student Molly.” 
 
Like he almost forgot about her, Theresa thinks. 
Molly smiles and stands up. 
“Hi. Like Dr Benson said, I’m Molly Muthratanji. In case you can’t tell, I’m 
Indian. But my mum’s English, hence the accent. I’m a PhD student in the School of 
Science, Technology, Engineering and Mathematics here at Omega University, 
looking at testing algorithms for faster database development to meet Agile 
methodology needs. I did my undergrad at Alpha University but my boyfriend’s here 
in the Science department, so I did my Honours year here and now I’m continuing on 
to a PhD. I’m on a scholarship.” 
Wow! A scholarship. She must be really smart, Theresa thinks. 
 
Ellaine’s smile is tight as she nods once. 
“Very well…” she begins. 
“Oh,” Kris interrupts, “Molly will be coming to some of these meetings for me 
– when I have class and other commitments.” 
Brian leans across the table and whispers, “Wish I had someone to send in my 
place. Good plan, man!” 
Kris smiles. “Always gotta have a backup planned,” he whispers back, leaning 
back in his chair and crossing his hands behind his head. 
 
Ellaine turns towards Theresa. 
“Was there anything else we had to talk about today?” 
And that’s why I wanted an Agenda, but noooo, you didn’t want one. 
Theresa flicks back a few pages in her notebook. 
“Project name?” she says in a whisper. 
“Ah. Yes. Project name,” Ellaine repeats loudly, as though she had 
remembered without help. “What do we call this thing? The web-based finance 
reports project isn’t exactly a – sexy name for it. Any ideas?” 
“What about Building the University’s Reporting Portal?” Molly asks. 
“BURP?” Brian giggles. 
Molly blushes. 
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 “No, I don’t think so,” Ellaine says coldly to her. “Why don’t you just keep 
your mouth shut from now on? After all, you’re not even a real member of the 
project team.” 
Molly’s eyes fill with tears and she blinks frantically to stop them falling. 
 “We could just call it the Reporting project,” Brian suggests. 
There are murmurs of agreement. 
“There’s already a research data reporting project going on out of my section,” 
Judie says from where she is sitting beside the door. 
Ellaine sighs. “You’ll need to be a bit more explanatory, then. Come on, 
people,” she snaps, “I need your ideas here.” 
“Finance Reporting project?” Brian suggests. 
 
Ellaine’s left eyebrow rises as her mouth purses. “Could be,” she says, looking 
as if she is sucking on her own tongue. “It’s simple. Fits on one line in a resume. I 
can work with that. Finance Reporting project it is.” 
 
4.7.2   Tale Three: Discussion 
The theme of this tale is commitment. This tale introduces two more characters 
to the other characters in the project – the academic nominee Kris and his PhD 
student Molly. Their primary purpose is to keep the story firmly fixed within the 
context of a higher education institution, while their secondary purpose is to remind 
the reader that everyone has other things going on in their own life beyond the 
change activity, whether those things are at work or in their personal life, and that 
everyone deserves to be treated with respect regardless of their differences. 
 
The character of the academic shows what research participant Simon Smith 
calls “enlightened self-interest” (SS transcript, p. 3), an invaluable trait in supporting 
participation in change projects. As research participant Penelope Porter puts it, 
“People are the most critical issue. If you want to implement something, you need to 
have people on-side, otherwise things won’t happen” (PP transcript, p. 14). 
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This tale is also about the importance of a good name, which explains clearly 
what the project is about. As participant John Jackson pointed out about the DATA 
project,  clever acronyms and project titles “get up peoples’ noses” (JJ transcript, p. 
6). 
 
The name is also used to highlight the external focus of the consultant project 
manager character Ellaine, who is explicitly and unapologetically looking to the 
future for something which can be added to her resume at the end of the project 
rather than focussing on the needs of the institution. As research participant Michelle 
Mason noted, “the consultants had no knowledge of the University’s needs” (DD file 
note, p. 1). This is also reflected in the literature, such as Tierney (2001c, p. 24) who 
notes that “a change process is not a onetime undertaking but an initiative that is 
continual.” 
 
 
4.8   Tale Four – “The culture was very hierarchical. You have insiders and 
outsiders. And the insiders define change, and the outsiders accept it, or 
otherwise” research participant Olive O’Brien (transcript p. 4) 
 
In which word of the project spreads beyond the team. Questions are asked and 
answered. 
 
4.8.1   Tale Four: Narrative 
Tom Katter is available on Chat. 
William Nillsen is available on Chat. 
TomKat: Hey – did you hear they’re making new fin reports? 
WilNil: No. Who? 
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TomKat: Central. 
WilNil: Really? 
TomKat: Yep. Due to come out this year. 
WilNil: Who told you? 
TomKat: No-one. I was looking at the project approvals web site, and it’s in 
there for this year. 
WilNil: So who’s involved? 
TomKat: No idea. 
WilNil: We’ll have to ask around. Surely one of us is part of it. 
William Nillsen is not available on Chat. 
Tom Katter is not available on Chat. 
 *** 
“Jack? It’s Willy. Yeah, man, how are you? … Yeah, no, good. Listen, have 
you heard anything about central making some fancy new reports for us? … Sounds 
like they’re throwing some serious cash at it. … Nah, me and Tom both. Nothing. … 
Yeah, man, real soon. … Okay. Thanks. … Yeah, I’ll let you know if I hear 
anything. Bye.” 
 
“Lisa? Hi, it’s Tom from STEM. … Fine, thanks. Look, I’m just calling to ask 
if anyone’s seen you about a new project from central? … Yeah, looks like they’re 
making some new reports, and I was wondering if you’d seen anything? … No? … 
Okay … No, Willy’s in the dark too. … All right. … Yeah, that’s probably a good 
thing. Look, are you happy to see to that one? … Yeah, by the end of the week would 
be good. … Okay. … See you then. Thanks.” 
 *** 
Tom Katter is available on Chat. 
William Nillsen is available on Chat. 
WilNil: Jack hasn’t heard anything. 
TomKat: Lisa hasn’t seen anything either. She’s looking at getting a fog lunch 
organised in the next week or so. See what everyone knows. 
*** 
Felicity Cho, the Executive Officer in the School of Business is eating a 
sandwich while she checks her emails in a rare half-hour gap between meetings when 
her Senior Finance Officer, Jack Daniels appears in her office doorway. 
“Hi boss – got a minute?” he asks, leaning on the doorframe while she 
swallows her mouthful of chicken salad on brown bread.  
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“What’s up?” she asks, not inviting him in. 
“Willy from Law just called me asking if I knew about some new finance 
reports coming out from DIM. I haven’t heard anything – have you?” 
 
Felicity thinks for a moment before replying. 
“Can’t say that I have, Jack. But I can ask around if you want?” 
“Nah, that’s okay. I just wanted to be sure that I hadn’t missed something.” 
And with that, he pulls himself upright, turns and ambles away. 
 
Felicity eats the rest of her sandwich and clears another four emails from her 
inbox before sighing in frustration and heading off five minutes early for her next 
meeting. 
“Can’t hurt to stop by Jim’s office and see what he knows,” she mutters as she 
grabs her bright green leather folio case from the corner of her desk. 
 
Five minutes later, she is the one standing in the doorway of Jim Sawyer’s 
office, asking for information. The Finance Director thinks for a moment before 
realisation lights his face.  
“Oh! You mean the Vice-Chancellor’s pet project. Nothing to do with us, 
really. She wants some fancy new reports for the Governing Council meeting at the 
end of the year, so I called in some consultant to manage it for her. The consultant 
was recommended by the guy who replaced me in the Treasury Department – I 
figure experience in this sort of thing will help, because it’s nothing operational, just 
an easy way to show them what our overall finances are like. Probably end up with 
pretty colours everywhere – you know what those things are like.” 
Felicity thanks Jim for his time and heads upstairs to her meeting. When she 
gets there, she pulls her Blackberry out of the folio and starts typing. 
 
TO: Jack Daniels jdaniels@omega.edu.au  
FROM: Felicity Cho fcho@omega.edu.au  
SUBJECT: New finance reports 
Hi Jack, 
Just talked to Jim from DIM and he’s said the new reports aren’t for us. 
They’re for Council, to help them understand the University’s financial position. 
FC. 
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4.8.2   Tale Four: Discussion 
The theme of this tale is communication. There are two purposes to this tale. 
The first is to highlight the importance of language, both in a project and more 
widely. In this instance, attention to the language used by the characters of the 
finance officers could be used by a trainer to develop suitable activities. The 
character of Willy is an archetypal aural learner, with his use of the terms “heard” 
and “sounds”. The character of Tom, on the other hand, is a visual learner, shown 
through his use of the words “look” and “see”. As Tredinnick (2006, p. 181) points 
out, “how we speak is who we are.” 
 
The second purpose of this tale is to show that information flows across a 
university in uncontrolled (and uncontrollable) ways, and, as discussed at the end of 
Section 2.1Change Management, communication is critical in helping people cope 
with change. As research participant Penelope Porter put it, “there’s never been 
enough sharing … Communication is very important – everyone should know what’s 
happening” (PP transcript, p. 27). 
 
In addition to these purposes, this tale shows the continued lack of 
responsibility and sponsorship for the projects, echoing the experiences described by 
the DATA and FINANCE project managers, who were participants in this research. 
 
This tale also provides another snapshot of reality in middle management of 
higher education, this one taken from the story of research participant Richard 
Robbins, who comments that his ability to cope with changes is supported by his way 
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of working, one of which is to stay on top of his emails: “My present inbox has 22 
emails, of which four have arrived since you walked in the door. I’m just going to 
check that none of them are urgent” (RR transcript, p. 6). 
 
4.9   Third Interlude – “We want the bleeding-edge technology” research 
participant Penelope Porter (transcript p. 36) 
 
In which the Project Manager introduces the Vice-Chancellor to a new term.  
 
4.9.1   Third Interlude: Narrative 
Beth Anderson, the Vice-Chancellor’s secretary, knocks on her boss’ office 
door. Stefanie looks up from the document in her hand, and puts down the pen she is 
holding. 
“Your two fifteen is here,” Beth says in her soft English voice. 
“OK,” Stefanie replies. “Thank you. How long do I have?” 
“You need to be leaving for the meeting in town in fifteen minutes,” Beth 
answers. “Shall I warn you in ten?” 
Stefanie thinks for a moment before speaking. “No. This should only take a 
minute. Thanks, Beth.” 
She puts down the document and stands. 
Beth retreats, and a moment later Ellaine walks into the office. 
 
“Thank you for seeing me at such short notice,” Ellaine says as Stefanie walks 
around his desk. 
“What can I do for you today?” Stefanie asks, remaining on her feet and not 
inviting Ellaine to sit. 
“I have two possible options for moving ahead,” Ellaine says. “And I just need 
to know which way you prefer.” 
“So, put both proposals in writing and send them to me,” Stefanie says, moving 
towards the door. 
“Not a problem,” Ellaine replies. “But, before I can do that, I need you to know 
that one of them uses existing technology, and the other is brand-new, bleeding edge 
stuff that no-one else is doing. It would put you years ahead of everyone else.”  
Ellaine moves with Stefanie to the doorway. 
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Stefanie’s eyes narrow, and she looks at the project manager for a moment.  
“So, you obviously have a preference?” 
Ellaine smiles, and her eyes widen as she inhales forcefully through her 
aquiline nose. “I’ll always recommend the option with more to gain.”  
Ellaine turns to leave, then turns back and looks at the Vice-Chancellor. “And, 
I’ll have the two options in writing for you next week.” 
Stefanie nods as Ellaine turns again and leaves. 
“Bleeding edge,” she murmurs. “I like that. It’ll boost our reputation. Put us 
ahead of everyone else for a while.” 
 
4.9.2   Third Interlude: Discussion 
The theme of this interlude is agency. This interlude was written to introduce a 
phrase used by research participant Penelope Porter – the bleeding edge of 
technology. It perfectly summarises the ambitions of Omega University at the time of 
the cases, and represents one of the lessons from this study – being at the very 
forefront of any technology is risky, and exhausting for the people involved. You 
cannot learn from anyone else’s actions, and you have to make all the mistakes 
yourself. 
 
The interlude was also intended to reinforce the research participants’ 
comments about the risk of using outsiders as project managers, instead of building 
capacity and skill internally – in the words of Davies (2007, p. 13), “the slavish 
response to short-term demands can destroy the ability to build long-term capacity.” 
While it is not explicitly stated, the character of Ellaine’s comment that she will 
always choose the option “with more to gain” sets her character as one who doesn’t 
necessarily have the best interests of the institution at heart. As an external 
consultant, she’s looking for the solution that will look the most impressive on her 
resume, and consultants need to be right at that bleeding edge to remain attractive to 
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clients. The character of the Project Manager is an archetypal manager (in the most 
pejorative use of the word), using power and influence to get the solution that is in 
her best interest, and not caring whether this is best for her team or the institution. 
 
The final thing this interlude does is set up the character of the Vice-Chancellor 
as being as rule-bound and process-based as her institution. By only agreeing to 
review the options when they are presented in writing, she ensures (perhaps 
unintentionally) that an audit trail of decisions will be made, and that the process will 
therefore take longer (and, arguably, should be more robust). This, again, presents 
her as not being invested, not having a personal stake in the outcomes of the project – 
she still does not see herself as the sponsor of it. It is also informed by research 
participant Daphne Downe’s comment about the project management processes now 
in place at Omega University, that “when DATA started there was no governance 
arrangement in terms of communication through the committee that you could use. 
You can’t even fart without it going through a committee now” (DD transcript, p. 4). 
 
 
4.10   Tale Five – “We don’t have to be accountable; as a university we are not 
bottom-line oriented” research participant Penelope Porter (transcript p. 23) 
 
In which the characters of Judie and Brian are left to work out what the project 
can do, and therefore put together an ambitious budget to meet all of the goals that 
they would like to achieve. 
 
4.10.1   Tale Five: Narrative 
“Okay, try and let me get this straight,” Brian says, scratching the balding 
patch on the top of his head. “The specs that Tear finally gave you, only three 
months after Ellaine said she’d get them …” 
“Which Ellaine used in her last job creating finance reports,” Judie adds. 
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“Yeah. The finance reporting specs that Tear gave you from Ellaine, they’re for 
a system that costs how much money?” 
Judie rubs her eyes. “I couldn’t even begin to guess, really,” she says. 
“Millions of dollars probably. Do we have that kind of money to throw at this 
project?” 
Brian gets up and leans on the partition of his cubicle. 
“I really don’t know. I guess we’ll have to run our numbers past the boss. But 
didn’t Ellaine say that our scope was completely open, and that the budget wasn’t our 
concern? It sounds to me as if we have an open chequebook to fix things. It is for the 
Vice-Chancellor, after all,” he says. 
 
Judie’s eyes begin to sparkle as his words settle in her brain. 
“Just think what we can do,” she grins. “A top-notch state of the art system that 
lets you report on whatever parameters you want. We can get that academic to look 
through this and make sure it’s the absolutely most current thing on the market. I 
would ask his assistant, but I overheard her complaining about blinding headaches 
after our last meeting, so I don’t know if she’ll be up to it. She’s seemed more and 
more fragile lately, and the way Ellaine treats her doesn’t help. I’d hate to be either 
ignored or yelled at every time I opened my mouth.” 
Brian grunts, so Judie returns to talk of work.  “You know, we’ll probably have 
to go and visit a couple of places that have good reporting systems already. I’ve 
heard Alpha U are pretty good at this stuff. And they were talking about some really 
funky functionality coming in the next release of our reporting tool at the last BI 
conference I went to, back in April. Maybe we can roll that into this as well. This 
would be a great reason to get our hands on that interface technology.” 
Brian smiles. “Let’s get all of this down on paper so we can do some proper 
costings.” 
 
Judie grins back. “You know, at the start of all this I was really looking 
forward to it, then Ellaine was just so hard to work with. But I’m really glad that I 
got to meet you – I think we’re a good team.” 
“Yeah. Some days I wonder if we’re being taped for some reality show. You 
know, Bad Bosses or How Much Can One Worker Stand? or something dumb like 
that. But this is actually going to make up for a lot of that. Getting to use my brain on 
this is great,” he replies.  
 
Eight hours later, they have a thorough outline of what they want to develop, 
including what they think the cost of the software will be, along with a rough budget 
for a development team.  
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“I’m going to email this to my manager now, and we can talk to him about it in 
the morning,” Brian says, yawning. 
 
Judie looks up from the computer screen. “When did it get dark?” she asks. 
Brian looks around, too. “Probably after everyone else went home. I didn’t 
notice.” 
“Huh,” Judie says. “I guess we were in that thing they call flow.” 
 
Brian opens his email program and quickly types a message. 
 
TO: Oliver Richards orichards@omega.edu.au  
FROM: Brian Kerr bkerr@omega.edu.au 
CC: Ellaine Ash; Judie Tyler 
SUBJECT: Costing for Finance Reporting project 
Hi Oliver, 
As you know, I’m working on the Finance Reporting project that the Vice-
Chancellor wants done. We’ve got some preliminary costings for entry into the 
budget, and I just wanted to check with you that we haven’t missed anything. The 
spreadsheet is attached for your consideration. Judie and I will come and see you in 
the morning to talk through the next steps. 
Thank you, 
Brian. 
 
He sends it, and he and Judie leave, still talking animatedly about their plans 
for the project. 
 
4.10.2   Tale Five: Discussion 
The themes of this tale are agency and organisational culture. This tale is 
designed to illustrate research participant Penelope Porter’s concern about the culture 
of the university where “Sometimes it’s such a good opportunity that you don’t have 
time to do proper change management. … They all worry about getting a quick fix, 
put on the band-aid, keep the Vice-Chancellor happy” (PP transcript, p. 5). 
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It also highlights the risk of being carried away with a new technology or an 
opportunity and forgetting about the users. As research participant Neville Norton 
described, “Project managers don’t actually go out and consult with people about 
what information we actually want, and how quickly we want to find it, and what 
sort of things do we want … There are good ways of doing things, but implementing 
without enough consultation at the beginning is not one of them” (NN transcript, p. 
17). 
 
The third intention of this tale is to show the dedication that passionate and 
engaged team members can bring to a project. As research participant Richard 
Robbins put it, “It’s all good. Work’s got to be fun. If it’s not fun, it’s no use 
coming” (RR transcript, p. 11). This is reflected in the literature, such as Eisner’s 
(1991, p. 181) comment that, “when we talk with people who are intellectually 
engaged in what they do, there is an unmistakable sense of excitement in their 
voices, in their animation, and in the intensity with which they talk about their work; 
indeed, their excitement is often contagious. For such people satisfaction is intrinsic 
to their work”, and Rhodes, Pullen, and Clegg’s (2010, p. 542)  discussion of a “‘fun’ 
culture”. 
This tale was written to show the excitement and fun that can be had at work, 
when staff members feel empowered to make suggestions. In the words of research 
participant Olive O’Brien, “If you’re with motivated people it can be reviving. 
Solving problems can be satisfying” (OO transcript, p. 9).  
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This tale fleetingly mentions one early warning signal of a lack of personal 
change resilience – physical signs of stress such as migraines, being experienced by 
the character of Molly. It also highlights concern about poor leadership, such as that 
reported in a poll run by global IT content company IDG Connect in late 2012, 
which found that “whist 57% of people do not think being an ‘awful boss’ is crucial 
to organisational leadership; 15% think it is and 26% think it might be” (Cave, 2012, 
p. 1). This is a precursor to the following interlude and subsequent tale – we have 
just seen the proverbial high before the fall. 
 
4.11   Fourth Interlude – “I know that the partner and external consulting 
company people who worked on the team, on the project, are severely tarnished. 
Personally, they were just dismayed at the frustration that they had for about 
two years” research participant Edgar Evans (transcript p. 5) 
 
In which the consultant project manager resigns and assures the Vice-
Chancellor that the project is progressing well. 
 
4.11.1   Fourth Interlude: Narrative 
Vice-Chancellor Stefanie Jackson is walking through the Quad enjoying the 
early morning sunshine, on her way to the coffee shop, when Ellaine trots up behind 
her. Ellaine takes a moment to smooth her perfectly bobbed hair and takes a deep 
breath before she falls into step beside Stefanie.   
Stefanie looks up and nods to her. 
“Vice-Chancellor,” Ellaine begins. 
 
Stefanie raises one eyebrow and stops walking. Ellaine skids to a halt and spins 
to face Stefanie. 
“It’s been a great pleasure working with you on this project for the last couple 
of months. But I’m moving on.”  
 
Ellaine’s words tumble over each other as she gains momentum. “I’ve been 
asked to come back to the government to implement Phase Two of the project I was 
working on last year. So I’ll be finishing up at the end of this week if that suits you?” 
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Stefanie nods once, and resumes walking, stepping around Ellaine.  
“And the project here?” Stefanie asks. 
 
Ellaine rubs her nose with the fingertips of her left hand, the palm almost 
completely covering her mouth as she walks with the Vice-Chancellor. 
“It’ll be fine,” Ellaine says. “The specs are almost written, and it’s on track.” 
“And we’ll be at the – what did you call it? The bleeding edge, when it does?” 
Stefanie asks, slowing as she approaches the café. 
“Oh, yes,” Ellaine assures Stefanie, hand still across her mouth. 
“All right then,” Stefanie replies. “Good luck.” 
Ellaine takes the dismissal as the Vice-Chancellor’s agreement to her 
resignation, and heads for her office. 
 
4.11.2   Fourth Interlude: Discussion 
The theme of this interlude is communication. This interlude has a three-fold 
intent. The first intent is to show the character of the first project manager as the 
traditional “managerial” archetype, being primarily concerned with herself, and only 
thinking of the project as an activity to be delivered, rather than considering the 
people in the team who would be impacted and affected by her sudden departure, as 
will be seen in the next tale.  
 
The presentation of the first project manager as self-concerned was a deliberate 
strategy, intended to throw into focus the difference made by the second project 
manager, who comes with Bridges’ (1991, 2003) concern for people as the 
character’s primary motivation. As will be seen, by focusing on the people, the 
character of the second project manager will have very different outcomes than the 
first. 
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The second intent of this interlude is to use the project manager character’s 
comment that “the specs are almost written” as indicative of the concerns expressed 
by a couple of research participants that the FINANCE project spent a lot of money 
on consultants who did not deliver anything useful; neither a tool nor training. As 
research participant Edgar Evans put it, “We had consultants who were stagnant in 
terms of productivity” (EE transcript, p. 2). Participants were also concerned that the 
FINANCE project took a couple of years to identify a scope – in the words of 
research participant Edgar Evans, “Not a lot was achieved over a period of eighteen 
months to two years” (EE transcript, p. 2).  
 
In addition, research participants expressed their belief that what the project’s 
final scope was, was then only partially delivered. Again, several research 
participants, including Penelope Porter, Edgar Evans and Neville Norton commented 
that the external consultants had taken a large amount of the institution’s time and 
money, and had not resulted in either the delivery of any clear outcomes or in any 
knowledge or skill sharing between them and University staff members. In the words 
of research participant Edgar Evans, “If one looked at the end result of the project, 
we’ve achieved probably a fair chunk of the big parts of the project, but we have left 
the very hard things still to be done” (EE transcript, p. 2). As a post-script to this 
particular issue, the research site has recently begun a project in its finance 
department to begin work on one of those “hard things” – the introduction of 
accurate costings for their teaching outputs. 
 
The third intent for this interlude was to highlight several participants’ 
comments about the risks inherent in hiring an external project manager for an 
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internal project. As research participant Olive O’Brien noted, “Outside contractors 
were involved in the project, which left it open at the borders” (OO transcript, p. 3). 
While staff attrition occurs despite the leader’s best intentions, the evidence from the 
cases studied clearly shows that hiring a project manager either from within or as an 
ongoing staff member of the institution is more likely to result in their staying for the 
life of the project. As research participant Daphne Downe said, “I knew that this was 
what we had to do at the university” (DD transcript, p. 7). 
 
4.12   Tale Six – “I think I was treated really badly, but I’m still here. If you are 
treated so badly, it’s not a prison. You can leave if you want to” research 
participant Daphne Downe (transcript p. 7) 
 
In which the team faces two major setbacks which make change fatigue and 
lack of personal change resilience real issues for them to deal with. 
 
4.12.1   Tale Six: Narrative 
Brian stops at Judie’s desk, looks around to check that they are alone in the 
office, and leans in close to her. 
“I just had a phone call from a friend in the School of Education and Arts,” he 
whispers. 
 
Confused, and still tired from the previous day’s late evening in the office, 
Judie blinks slowly, her eyes burning from staring at the computer screen for too 
long. 
Okay. Good for you, she thinks sarcastically. You’ve got a friend. 
Out loud, she sighs and says, “And?” 
 
Brian glances around again and leans in closer. 
“And she wanted to know when the new reports are going to be released.” 
“What new reports?” Judie asks slowly, wondering if Brian is ever going to get 
to his point. 
“Our new reports – the one’s we’re building for the project,” he says. 
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At that, Judie’s mouth actually drops open. 
“But … when … what … how did she know about them? WE don’t even know 
anything about them, really, other than what we did yesterday. What did you say?” 
her words tumble out, tripping over each other. 
 
Brian leans back, a satisfied smile playing at the corners of his mouth. 
“I didn’t say anything,” he responds. “I just played dumb and said I’d ask 
around and get back to her.” 
Judie pushes her chair back and starts to stand, then changes her mind and 
leans in to pick up the telephone instead, punching in half a dozen numbers on the 
keypad. 
“Tear? Hi. It’s Judie,” she says when Theresa answers. “Does Ellaine have a 
spare few minutes? Brian and I need to come and see her quickly.” 
When Theresa answers in the affirmative, Judie thanks her and hangs up. 
“She’s got fifteen in five minutes, so that gives us time to get down there,” she 
says to Brian. 
“Why does it have to be an ‘us’?” Brian asks, backing away from Judie’s 
cubicle.  
“Because it’s YOUR contact in the School,” Judie replies, then sighs. “Fine. 
I’m too tired to argue. How about I do all the talking? But you’ve got to be there too. 
I don’t want this turning into a game of whispers.” 
They head down to the second floor where Ellaine has an office and Theresa 
has a cubicle across the corridor.  
 
Six minutes later they are in Ellaine’s office. The room is bare apart from its 
functional tools, the computer and the telephone. The pinboard holds only a neat row 
of red push-pins down the right hand side. The whiteboard is clean. Aside from the 
people and a red manila folder on the desk in front of the seated blonde woman there 
are no signs that the room is occupied. 
 
Judie explains the situation and waits for the project manager’s response.  
“I suppose you’ll have to do something about it,” Ellaine agrees. 
“Us?” Judie asks, surprised. 
“Yes. Tomorrow is my last day, so I really can’t be spending my time on issues 
for you to deal with. And, just for the future, you’re lucky I’m leaving or I would be 
firing both of you for that message you sent about the budget yesterday. Everything 
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to do with my projects should come from me, not from underlings like the two of 
you.” 
And with that she ushers them out of her office. 
 
Judie’s mouth is still hanging open a little as Brian begins whispering with 
Theresa.  
“Did you know she’s leaving?” he asks. 
“She told me this morning,” the secretary replies. 
“Where’s she going?” 
“Back to the government, she said.” 
“To do what?” 
“Oh, she did say. Hang on, let me think. Something to do with a promotion to 
do with that project she gave me the documents for. The one like our one,” Theresa 
explains. 
 
Judie’s brain finally catches up with everything going on.  
“Okay. So she’s leaving. And YOU know, and now WE know. What do we do 
now?” she asks, moving closer to Brian and Theresa. 
“Huh. I should have thought of that,” Theresa says. “Oh, should we get her a 
gift? Take her out for lunch?” 
“Mmh,” Brian agrees. “A big, boozy lunch down at the Arms. That sounds like 
a good plan. Wipe out the afternoon.” He smiles. 
“No,” Judie says, taking control. “I think you’ll have to talk to her, Theresa. 
Suggest that she call one final team meeting. Kris and Molly need to know too. And 
we need to work out who will be taking over as project manager if nothing else.” 
Theresa blinks but accepts the assignment. 
Brian and Judie head back to Level Six. 
 
In the lift, Brian speaks again. 
“Doesn’t help us with the original problem, does it?” he asks. 
“No,” Judie agrees. “But a new project manager might be just what we need. 
Help us get a few things sorted out. Make things better for all of us.” 
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By the time she reaches her desk there is a new email from Ellaine on top of 
the half dozen that had come through while she was away. It is titled Status update. 
Judie opens it and reads 
 
As tomorrow is my last day with your project, please forward your weekly 
status report to Theresa for filing by midday. 
              Ellaine. 
 
The instant messenger on Judie’s computer opens automatically, displaying a 
message from Brian. 
BriKer: We have a problem. 
She thinks for a moment before replying. 
JudTyl: Hardly a surprise. She’s not exactly been the most communicative 
manager. 
BriKer: Not that. The costings. Oliver is going off his nut. 
JudTyl: What? Why??? 
BriKer: Come and listen. I’m surprised you can’t hear him from your floor – 
you’re just above us. 
JudTyl: R u OK? 
BriKer: He’s not come out of his office yet. He’s just ranting at the computer in 
there. 
JudTyl: So how do u know it’s about the costings? 
BriKer: Because I heard him yell 2.7 million$. That’s what we said the project 
needed. 
JudTyl: That’s all we need. I’ll be right down. 
Judie Tyler is not available on Chat. 
 
Two minutes later she is standing by Brian’s cubicle when his supervisor, 
Oliver Richards, comes flying out of his office, waving a print-out in the air. 
“Two point seven million dollars, Brian?” he yells as he comes towards them. 
“Really?” 
 
Heads pop up, like startled meerkats, from cubicles all over the floor. 
Oliver notices, stops where he is, and takes a deep breath.  
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“Brian,” he says more quietly, his voice dripping vitriol, “I need to see you in 
my office. Now.” 
 
He spins on his heel and returns to his office, holding the door open until Brian 
and Judie have entered, then slamming it behind them. 
“Who’s your friend?” he asks, glaring. 
“Oliver, this is Judie Tyler. She’s on the project, too. She’s the reporting …” 
Brian begins explaining. 
“I don’t care,” Oliver interrupts. “She shouldn’t be here. SHE doesn’t matter. 
This is all down to you. How dare you ask for almost three million dollars to write 
some new reports? Even if it IS for the Vice-Chancellor. That’s completely 
unreasonable. And unprofessional.” 
“I think you’re the one acting unprofessionally,” Judie begins, only to also be 
cut off by Oliver. 
“You should leave right now,” he hisses. “Before you say something that you 
regret. Because you are uninformed and out of your depth in my world. This is where 
the big boys deal with the real issues of money. You don’t matter here at all.” 
 
Judie’s eyes widen and she steps towards the door, her eyes suddenly filling 
with tears. Brian nods, and she leaves, running for the lift and stabbing the button 
until it comes. She disappears into its cold metal safety, out of sight of Brian’s 
atrocious boss, and pushes the button for the basement. When it gets there, she gets 
out and walks around the car park, crying, for what feels like hours but is actually 
only about twenty minutes, which she discovers when she returns to her desk, so see 
another message open on her computer. 
 
BriKer: I don’t need this kind of rubbish. It was nice working with you, and I 
thought we had got to a point in this project that it was becoming good fun, but I 
can’t take this stress any more. I own my house, so I don’t need a job where I’m 
bullied. I just quit. 
 
4.12.2   Tale Six: Discussion 
The themes of this tale are communication and poor management. This tale 
shows the danger to projects of chasing the new rather than cementing the known 
and learning from the lessons of the past in order to learn how to do things better or 
more efficiently. 
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This is the final time that we see the character of the consultant project 
manager, and again the tale has been deliberately crafted to reiterate research 
participant Olive O’Brien’s comment about working like a consultant, that “I’m 
more itinerant, so I never build up that knowledge capital or that social capital. So 
it’s not a problem to me to let go of it” (OO transcript, p. 8).  For example, there is 
no acknowledgement from the character of the project manager that she worked with 
a group of people; her language is just that there was a project that she is now no 
longer involved with. She has been drawn as an archetype of those with no 
involvement in the people side of change. The use of the phrase “your project” 
indicates that she has already cut her ties. As research participant Penelope Porter 
said, sometimes “it’s too hard to stick it out” (PP transcript, p. 24). 
 
This tale goes on to show how a series of seemingly-small events can have an 
overwhelmingly negative impact on an individual’s ability to cope with change in the 
workplace. The ending of this tale, with the departure of the character of Brian, was 
inspired by research participant Edgar Evans’ words, “There were a number of 
people on the project team, including myself, who felt like falling on our sword at 
that stage. A few people just jumped and took off and left and never came back” (EE 
transcript, p. 5). This is supported by Coutu’s (2002, p. 4) assertion that “highly 
resilient individuals are more likely to jettison the organization than to imperil their 
own survival.” 
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The tale has also been informed by Jung’s  (1968, p. 86) assertion that “modern 
man is a curious mixture of characteristics … scepticism and scientific conviction 
exist in him side by side with old-fashioned prejudices, outdated habits of thought 
and feeling, obstinate misinterpretations, and blind ignorance.” In this tale, the 
character of Oliver clearly shows his prejudices, including a sexist and ageist attitude 
that should be outdated in the workplace of the twenty-first century, but which some 
participants still experienced recently. As research participant Daphne Downe put it, 
“I had to go to the Vice-Chancellor’s advising committee meetings just to make cups 
of tea.  I had to make people cups of tea … [even though I was] there to present 
papers. This is obviously when I was in my mid-20s too. I think that was a factor. 
People didn’t like that I was so very young, and I was supposed to know my place a 
little bit” (DD transcript, p. 4). 
 
At the same time, between the conversation with the character of Ellaine and 
the subsequent conversation with the character of Oliver, the character of Judie has a 
moment of seeing the opportunity available to them with the resignation of the 
consultant project manager. She sees, for a short time, what Thackwray (2007) meant 
when he wrote about the advantages of doing the work oneself rather than relying 
upon consultants who will charge for absolutely everything, even if you were 
perfectly capable of doing something yourself. 
 
4.13   Fifth Interlude – “Iteratively, if the changes are in the same organisational 
unit then there is some conscious or unconscious knowledge that is gathered, 
and people improve their practice” research participant Olive O’Brien (transcript 
p. 7) 
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In which a week has passed, and the character of the Vice-Chancellor receives 
the result of an interim audit she commissioned on the status of the project. She is 
less than impressed by the results. 
 
4.13.1   Fifth Interlude: Narrative 
Stefanie Jackson is sitting behind her desk the following Wednesday afternoon 
when her secretary knocks on the door. 
“Vice-Chancellor? Your three thirty appointment is here. Zoe from Audit,” 
Beth says. 
Stefanie nods, distracted, and finishes typing the sentence she has been 
wordsmithing for the past five minutes. 
 
When she looks up, the Head of Internal Audit, Zoe Kampopo, is standing in 
the doorway, awaiting an invitation to enter. Stefanie nods to her, and gestures 
towards the single seat facing her desk. 
“Zoe,” she says, “it’s good to see you. Thank you for doing this so quickly for 
me.” 
“Vice-Chancellor,” Zoe replies, her voice as deep as her mahogany skin. “Not 
a problem. You know we’re always happy to help. But, as I explained, it means 
we’ve pushed the planned review of the new student system to start next week, so it 
won’t be finished until early December.” 
“Of course,” Stefanie replies, smiling. “Now, tell me where it’s all at?” 
Zoe pauses for a moment before pulling a thin document out of her bag and 
passing the pages across the desk to the Vice-Chancellor. 
“Overall, we rated this project as failing,” Zoe says. “I recommend that you 
close it down while you decide exactly what you want and who can best give it to 
you.” 
Stefanie is startled by the news. 
“But the project was only going for a few months. What do you mean it’s 
failing?” she asks. 
 
“I mean that this project as it stands is in no position to deliver anything of 
value to this university,” Zoe replies. “As far as our investigation could determine, 
no-one knows what you want out of it, so it will be impossible for it to deliver 
anything useful. In addition, the project has had issues of conflict, as well as several 
critical lacks – lack of leadership, lack of ownership, lack of trust, lack of vision, lack 
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of communication, and the lack of sponsorship that I have already alluded to. In 
addition, you have lost the project manager, your academic nominee to the group is 
more focussed on his own research right now, at least two of the team members are 
showing physical symptoms of at least workplace stress if not outright bullying, and 
a key member of the administrative staff associated with the project just quit. This 
loss of corporate knowledge, coupled with the other issues, makes this an 
unrecoverable position for the time being. The project team are beyond change 
fatigue. Those left have absolutely no resilience, which is quite astonishing 
considering how short a time the project has been alive.” 
“What do you mean by that?” Stefanie asks. “What does that mean, no 
resilience?” 
“It’s a term from the change management literature that I’ve been reading for 
my MBA. It basically means that they no longer have the ability to cope with the 
changes that they have been asked to implement. The team is … how to put this? 
Broken. Burned out. Unable to cope. At least for the time being,” Zoe replies. 
 
“But not permanently?” Stefanie asks. 
Zoe shakes her head. “No, I don’t believe so. There are a lot of good people 
across this institution, including the four people left in this project team. They 
deserve a chance to be part of the successful delivery of this project, if only to repair 
the damage that has been caused by it. But first they need a break from it. They need 
time to let their wounds heal. Then they will be able to approach it again, and see it 
through. They are interested and willing, but not able. Not at the moment, anyway.” 
 
“I see,” Stefanie sighs. “How long do you recommend waiting?” 
Zoe points to the last page of the document Stefanie is holding. 
“My recommendation is to wait until after Easter next year, longer if you can, 
but still with enough lead time to let them actually achieve what they need to in time 
for your own deadline. Give them a good break, let them get through the other things 
happening in their lives right now and get settled in their roles – the three women left 
are new to their roles in the University, and two of them are completely new to the 
workforce. Let them get used to everything else first, so they understand how this 
university works, and then invite them to come back to the project to see it through. 
And your academic has a big external consultancy he’s focussing on at the moment, 
so he won’t really be available until that is over anyway.  
“Plus, time has to be spent finding a new project manager who is a good fit for 
what is needed. It will have to be someone who has been here for a while, and who 
has good people skills. Maybe someone who’s used to being in a leadership position, 
and gathering advice from others before proceeding, as that was one of the failings of 
the last project manager? An Executive Officer would be ideal, if any of them are 
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interested in doing something different for a while. Otherwise, I recommend talking 
to the project management discipline in the Business School – they have a good 
community of practice underway, so they may have someone interested and available 
to take this on.” 
 
“Okay,” Stefanie says, stunned. “Anything else?” 
Zoe smiles. “Just one more thing. You need to accept the ownership that is 
rightly yours as sponsor of this project if it’s going to go ahead. You need to be 
committed and engaged with it. The very best thing you can do for the new project 
manager is to spend some time over the next few months working out exactly what 
you want, and how much money you can afford to give it.” 
 
“Thank you, Zoe,” Stefanie says, rising to accompany her to the door. “You’ve 
given me a lot to think about. I appreciate it.” 
 
4.13.2   Fifth Interlude: Discussion 
The theme of this interlude is change resilience. This interlude actually 
introduces the key term of change resilience to the characters. The review activity 
described is loosely based on mid-term reviews that I conducted on the two actual 
projects, FINANCE and MONEY, in my role as change manager, and which form 
part of the data for this research. The outcomes of the review activity described in 
this interlude are more focussed on the people side of change than my 2002 review 
was, as the people side of change is the position which this research has led to. The 
actual review, whose documentation was part of the dataset for this research, was 
more focussed on the process issues arising from the two projects. A summary, 
anonymised version of the document detailing the lessons learned from those mid-
term reviews is presented in Appendix A. 
 
This interlude is also designed to highlight research participant Neville 
Norton’s comment that “To do change in a university, it’s a matter of giving fair 
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timelines and working towards that” (NN transcript, p. 22). This is echoed in the 
literature, such as Davies’ (2007, p. 15) comment that “strategic change takes time 
and effort, and leaders often report to me that they underestimate the time and effort 
needed. The approach should be to work with the ‘willing’ to start the strategic 
conversations, build ideas and visions, and then slowly draw the reluctant members 
of the staff to join in”. This aligns with Cicmil’s (2000, p. 5) advice that “culture as a 
design element must not be ignored.” In addition, while not explicitly discussing 
work-life balance, it is alluded to by the character of Zoe when she talks about the 
various competing needs of the remaining project team members, affirming Ueda’s 
(2012, p. 24) finding that “the most significant work-life conflicts arise from 
complex workplace issues, such as management change, supervisory and technical 
competences, leaderships, roles and accountabilities, and culture.” 
 
Finally, this interlude is based on research participant Penelope Porter’s 
comment that “The role of the FINANCE project wasn’t very well defined. The 
scope kept changing. There was nothing called project management” (PP transcript, 
p. 3). This is complemented by recommendations as discussed in Section 2.1 Change 
Management, and more widely in the literature on project and change management. 
The character of Zoe the external auditor is used here to enable the sponsor to accept 
her rightful role in the project process, and define what is needed, both for the 
sponsor’s own needs and for the users involved. As Wheatley (1999, p. 158) points 
out, “People do need a lot from their leaders. They need information, access, 
resources, trust, and follow-through.” This empowers the transition to a more 
resilient project team, which is described in the second half of this chapter. 
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4.14   Tale Seven – “You’ve got to have the change, the passionate change agent, 
and then someone that is the lead supporter that is protecting it and making it 
go ahead. Otherwise you’re not going to get anywhere” research participant 
Neville Norton (transcript p. 13) 
 
In which, eight months later, a new project team is formed from the remnants 
of the old one. 
 
4.14.1   Tale Seven: Narrative 
The new project team meets for the first time one bright, sunny, Monday 
morning at the beginning of May. Oliver Richards is the first to arrive, seating 
himself as far from the door as he can, at the far side of the table beside the curve of 
the wooden oval’s end.  
“First again,” he mutters as he leans back in his plush leather chair, crosses his 
arms, closes his green eyes, and waits. 
 
Just get through it. Just get through it. Just get through it. Just get through it. 
Just get through it. The mantra courses through Judie’s mind as she walks along the 
familiar greige hallway towards the meeting room.  
She pauses for a moment before the already-open glossy wooden door, 
allowing herself to think just get through it one more time before she steps into the 
room. And finds herself freezing mid-step as she focuses on the red-haired man 
apparently asleep at the far end of the suddenly-not-long-enough dark wood table. 
Him! The one who had dealt the death blow to the last project she had been involved 
in here. The first project she had been involved in here. The only other project she 
had been involved in here. Her lips curl back into a silent snarl without her even 
realising, and she starts shaking. 
Not him. Not fair. Not yet. I’m not ready for this.  
 
As quietly as she can, Judie slips her bag from her shoulder and lays it gently 
in the chair closest to her. She then takes the half-step needed to get out of the room 
and races for the Ladies room beside the stairs she had just climbed up.  
Not fair. Not now. Not yet. Not him. Not fair… runs through her head as she 
pushes through the doors and into the relative safety of the cubicle, where she sits 
down and pulls her feet up onto the toilet seat then wraps her arms protectively 
around her knees, rocking back and forth. 
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Theresa arrives next at the meeting room. She glances around the room, taking 
in Judie’s satchel and the apparently-sleeping Oliver, and then walks to the seat to 
the right of the table’s end, opposite Judie’s bag.  
“Hello,” she says brightly in Oliver’s direction as she sits down, “I’m Tear.”  
Oliver’s eyes open and he takes in the sight of the pretty young thing before 
him. He smiles.  
“Oliver,” he offers, remaining in his chair.  
“Oh, you’re our new money man” Theresa says, then turns towards a sound 
from the doorway. 
 
The woman who walks in is Theresa’s opposite in almost every way. While 
Theresa’s hair is long, blonde, and perfectly controlled in a tight ponytail, the woman 
who walks in has hair that is dark and short, like Shirley MacLaine’s in The 
Apartment, but with a chunky streak of Anne Bancroft-as-Mrs Robinson blonde 
cutting through the fringe. Theresa’s suit is tight and short; the new woman wears a 
long cheesecloth skirt and knitted sweater. Theresa’s heels are high; the newcomer 
wears hot pink Converse high-top sneakers, which squeak as though they were wet 
as she walks in and heads for the middle of the long side of the oval table, across 
from Theresa. 
“Oliver,” he offers from the end of the room. 
“Annabel Kwong, Web Marketing,” she replies. “Sorry – Digital 
Communications is what we’re now called. Marketing was last month’s title. Call me 
Anna.” 
Oliver smiles as she slumps into a seat, pulls out an iPad
5
 from her woven 
shopping bag, and tosses the computer onto the table. 
“I’m Theresa – but you can call me Tear,” the blonde offers. 
“Tear like bare, to help me remember,” Oliver jokes. 
Anna nods in Theresa’s direction, but before she can speak the project manager 
enters the room. 
 
The woman is well groomed and probably in her mid-50s, with chin-length 
hair, more grey than black, frizzing out in an inverted triangle around her face. She 
wears a navy blazer over a long red dress with an ikat pattern in cream printed on it. 
The blazer’s sleeves are pushed up to her elbows, exposing three thin gold bangles 
                                                 
 
5
 Obviously, at the time of the projects the iPad was not in existence, but it is intended here to give a current image of the personae involved 
in such a project, and the girl from marketing would have the latest technology, probably paid for by the University. 
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on her right wrist, which match the chunkier gold chain around her neck. She smiles 
at the three of them. 
“Hello. I’m Rhiannon. Tear, good to see you again. Do any of you know where 
the kitchen is? I’d kill for a cup of coffee.” 
They all laugh and say variations of “me, too”, so head back into the hallway to 
look. Theresa finds it further along the hallway, past their meeting room, and stands 
in the doorway to direct them all to it. They busy themselves for the next couple of 
minutes making their drinks, before carrying them carefully back to the meeting 
room. 
When they get there, Molly and Kris have arrived and are sitting on the far side 
of the big oval table. Kris already has a coffee before him in a take-away cup. 
Theresa smiles at Molly and raises both her cup and her eyebrows. Molly smiles and 
shakes her head, then pulls a bottle of water out of the bag by her feet on the floor. 
 
As they all take their seats, Judie slides up behind them and slips into her chair 
next to the door. 
Rhiannon looks around the room. 
“Welcome everybody. I’m Rhiannon O’Connor. I’m the Executive Officer in 
the School of Health and Medicine, but the Vice-Chancellor has offered me a 
secondment until the end of the year as the new project manager of what was known 
previously, I believe, as the Finance Reporting project.  
“I don’t want to talk too much about myself and my experiences, but as you 
might know my School had its regular Review early last year, and as a result we’ve 
just gone through quite a substantial internal change process, including merging three 
disciplines into two, and gaining some people from a couple of other Schools as well. 
So I’ve really spent the last year getting my head around all of that, including making 
sure that all of the reports are correct – finance, HR, course data, you name it and 
I’ve spoken to the person who is responsible for reporting on it in the last six months. 
I guess that’s why I was invited to run this project. So, why don’t we start by going 
round the room and saying a bit about ourselves and what we bring to the project?” 
 
She looks at Judie, who shakes her head while pushing herself hard back 
against the back of her seat, as if trying to disappear into the fabric itself. Rhiannon’s 
head tilts to the right for a moment, giving her a quizzical look, and then she smiles 
and turns her head fully to her right. 
“Theresa? Why don’t we start with you?” 
“Hi everyone. Most of you already know me. I’m Theresa Jones, but please 
call me Tear. I was the admin assistant for the last project, and I’m back for this one. 
I’ve been doing contract work in a couple of schools in the meantime, including 
 208 Chapter 4: Results and Discussion 
Rhiannon’s one, so I’m starting to learn how things work here at Omega University.” 
She turns to her right. “Molly?” 
 
Molly smiles and rises to her feet. “I’m Molly. I’m a PhD student in the School 
of Science, Technology, Engineering and Maths, looking at ways to make databases 
work better for projects like this one. Oh, and I’m now Mrs. Smith. I got married at 
Easter time.” She holds out her left hand, displaying a thick gold band on the fourth 
finger, glittering with coloured gemstones. 
 
Theresa squeals, and reaches for her hand, taking a closer look. 
“Congratulations,” Rhiannon smiles. 
“Thank you,” Molly grins back, sitting down and retrieving her hand from 
Theresa’s grasp. “Doctor Benson?” 
 
Kris stays seated as he speaks. “I’m Dr. Kris Benson, from the School of 
STEM. My understanding is that I’m here to bring a current research perspective to 
what you’re all doing. Molly, who is one of my research students, will be here in my 
place a lot of the time, as I’ve got a full teaching load this semester and I’m involved 
in some important research.” 
 
“And you?” Rhiannon asks, looking at Oliver. 
“I’m Oliver Richards, Senior Finance Officer from the Department of Informed 
Money. I’m here to make sure we get good value for our money, and make sure that 
whatever gets built out of this project is correctly reporting our financial position,” 
he says, crossing his arms and leaning back in his chair as he looks towards Anna. 
“Anna Kwong, Market…” she stops herself. “Digital Communications. Web 
Manager. Not Webmaster. He reports to me, as of last month.” She smiles a tight 
little smile that doesn’t reach her eyes. “I’m a Web strategist by trade, all about 
improving the user experience online. So I guess I’m here to make sure that whatever 
we build out of this project can be delivered to our users.” She turns to her right. 
“And you?” she asks. 
 
Judie blinks and looks up from under her heavy fringe, staring at a point on the 
far wall between Theresa and Molly. 
“I’m Judie from reporting. I’m here to build whatever you decide is needed.” 
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After waiting a few moments in case Judie has anything else to add, Rhiannon 
speaks again. “Thank you all. It’s good to meet you all, again in some cases,” she 
smiles at Theresa. “Do any of you have any questions before we begin in earnest?” 
“So…” Anna begins as Oliver speaks too. 
“What’s our budget? Sorry,” Oliver says. 
 
Obviously not sorry, Judie thinks to herself, given that he just kept talking. Still 
a rude man, then. 
“No prob,” Anna replies. “That was going to be my question too. It would be 
good to know how much we have to spend on this up front.” 
“Indeed, a very good question,” Rhiannon says. “The Vice-Chancellor has set 
aside a million dollars from the University’s budget for this project. That has to cover 
all of our salaries, except for you, Kris, and Molly too I suppose. It’s also got to 
cover whatever we buy or build to deliver the reports that are needed.” 
 
“Now, I don’t want to pre-empt any of our decisions or race at this change, but 
I suggest that we follow a fairly standard four-stage approach to this project. Firstly, 
we need to identify what our clients need. Then we need to build something quickly 
for them to look at. Then, we take their feedback and make it better. Finally, we 
deliver improved reports in time for the final Governing Council meeting of the year. 
What do you think? Does that make sense to everyone? Does that seem achievable in 
less than six months?” 
 
There are murmurs of agreement from around the room. 
“Okay, then,” Rhiannon continues. “What do we know about our clients’ 
needs?” 
 
The silence at the table is complete –everyone’s breathing even seems to quiet. 
“Umm…” Molly begins. 
Rhiannon nods encouragingly. 
“She’s the Vice-Chancellor. She needs to know it all.” 
 
Rhiannon looks around at the group.  
“Really?” she asks. 
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Most of them nod, with the exception of Anna, who taps at the screen of her 
iPad, and Judie, who raises her head slightly and peers out across the table through 
her thick brown fringe. 
“Okay. Thank you, Molly,” Rhiannon says. 
Molly’s eyes widen for a moment and then she smiles, a huge, beaming grin, as 
if a light switch has been flicked deep inside her skull. 
 
Judie puts her hand over her mouth, as glittering tears begin to form in her dark 
brown eyes. Then she swallows, and smiles for a moment, before dropping her chin 
and staring back at the table again.  
The others seem oblivious to this brief moment, but Rhiannon notices.  
 
She inhales deeply, exhales quickly with a “hum” and then continues, “Yes, 
you’re right, the Vice-Chancellor is a key stakeholder, and the sponsor of this 
project, but I think we need to widen our thinking a bit beyond her here. I know in 
my substantive role I’ve used those reports, so I’m sure that there are lots of people 
across this institution that have seen them and used them and probably complained 
about them, so they’re going to have thoughts about them.  
“Look, I don’t want to be the only one talking, so I think that our best way 
forward from here is if we take a break now, then go back to our own desks for the 
rest of the morning, make a few calls, and see who we know who might be willing to 
give us half an hour of their time over the next couple of weeks to be involved in our 
scoping and speccing process. Then, we can meet back here again after lunch. 
Theresa, can you please book the room for, say, around 2:30pm? We can work 
through for a couple of hours on who we have and how we can start organising to get 
their feedback, as well as any other ideas we might have generated on our own in the 
meantime? And I’d like input from the four of you who were involved in the 
beginning of this last year, as well, please – work out what was working and what 
wasn’t before it all stopped. How does that sound to everyone?” 
 
Again, the group agrees. Anna scoops up her iPad, while Oliver pulls out his 
BlackBerry and begins to check it. Theresa leans towards Rhiannon and opens her 
mouth to ask a question. 
Get out now, while they’re talking, Judie thinks. She doesn’t speak, just picks 
up her satchel and backs out of the room. Oliver looks up as she moves and his brow 
furrows, his scant red hair moving a little as it does. 
“I know her from somewhere,” he mutters. “But I don’t know where.” 
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4.14.2   Tale Seven: Discussion 
The theme of this tale is leadership. The main intention of this tale is to 
introduce the character of the new project manager Rhiannon – someone selected 
from within the organisation, one who has been deliberately drawn as the archetype 
of a good project manager, with the skills of a leader. In this tale the character of 
Rhiannon works hard to begin building trust amongst the team, as well as looking 
backwards to learn lessons from the past. She also enacts research participant 
Penelope Porter’s suggestion that “The staff should come up with the changes, based 
on their experiences” (PP transcript, p. 35). This is echoed in the literature such as 
Drummond and Hodgson’s (2003, p. 156) recommendation that “formal consultation 
is not enough, that is what is really required [is] a deep appreciation of the realities of 
the various users” and Hodgson and Cicmil’s (2008) argument to look beyond formal 
project management indicators of success to more person-based evaluations. 
  
The character of the second project manager also uses a phrase from research 
participant Olive O’Brien, about the “race to change” (OO transcript, p. 13), 
intermingled with her concerns for people in the whole process. This supports 
Goleman’s (2004, p. 7) assertion about concern for people, that “socially skilled 
people tend to have a wide circle of acquaintances, and they have a knack for finding 
common ground with people of all kinds – a knack for building rapport. That doesn’t 
mean they socialize continually; it means they work according to the assumption that 
nothing important gets done alone. Such people have a network in place when the 
time for action comes.” Finally, the character of Rhiannon represents what Henry 
(2007, p. 201) describes as a good leader for the new century, one who listens and is 
able to be engaged in conversation by their staff. 
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This tale also introduces two other new characters to the narrative. 
Oliver, as we have already seen, is an archetype in two ways. Firstly, he is the 
archetypal change blocker. His resistance makes him feel powerful and in control, 
even when he is powerless. Secondly, he is a “finance man” – he lives and breathes 
the bottom line. This concern is evidenced by his one question – “what’s the 
budget?” Without parameters of cost, he has trouble making sense of the worth of a 
project. By the end of this tale we see him embodying Cicmil’s (1999, p. 16) 
description of behavioural impediments to organisational change, namely “slow 
learning, fast forgetting and organised resistance to change.”  
 
Anna is introduced as an archetype of workers on the cusp between Generation 
X and Generation Y, aged in their 30s and 40s. She has the ambition to succeed, 
evidenced by her comment about supervising the Webmaster. She is also driven by 
technology, displaying her iPad as a symbol as much as for its function. At the same 
time, she conforms to her own standards, evidenced by her choice of clothing and 
hair. I have used her character to bring in the temporal or semantic contagion (Owen 
et al, 2009, p. 186) of the iPad, as a way to indicate that I am using “current 
circumstances to understand past experiences.” 
 
We also see the changes in the main character, Judie, resulting from the project 
which failed. She has gone from a confident, articulate, interested team member to 
one who has been damaged by a poorly-handled change, and just wants to disappear 
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and not be seen. As research participant Neville Norton identified, “The staff said 
they had nervous breakdowns. That’s just not the way to do it” (NN transctipt, p. 17).  
 
Again, this is echoed in the literature on change management, such as 
Fincham’s (2002, p. 6) assessment that people involved in a failed project, as the 
character of Judie was in the first half of this narrative, will want to be involved in a 
success in order to remove the “stain” of failure:  “a narrative of failure can be seen 
as a warning sign that defined the new by distancing itself from the old. A success 
story on the other hand beckons; it is a rallying cry to those cut adrift by failure.” 
 
Fincham’s further assessment, that “by linking failure with some ‘they’ or 
some predefined ‘other’, actors distance themselves from failure at the same time as 
claiming an understanding of it” (p. 6), links to research participant Daphne Downe’s 
perspective on the FINANCE and DATA projects, whereby the two projects were 
“brewing at the same time, [so] there was a lot of competition about whose project 
was better. Who should get money for what?” (DD transcript, p. 3). This competition 
certainly led to feelings by some that one project had to fail and the other succeed, 
despite the fact that in the end both succeeded in different ways, with the FINANCE 
project delivering some (not all) of its final scope, and the DATA project being re-
badged before delivery and implementation, as discussed in Chapter One. As 
Fincham (2002, p. 6) goes on to remind us, “success needs failure, and vice versa, 
because neither can be legitimized independently.” 
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Finally, we begin to see confirmation of Pinto’s (2002, p. 31) assertion that “It 
is typically during this second phase of the group’s life [following the normal group 
processes of forming and norming, and after “some trigger event, almost precisely at 
the half-way point between the initial meeting and the project deadline” which in this 
tale is represented by the resignation of the first project manager] that most of the 
effective work gets done and the group begins to function more as a team and less as 
a collection of individuals.”  
 
The team does not yet have what Fincham (2007, p. 81) describes as a “shared 
deep understanding” of the project, as evidenced by the responses to the characters 
responses to the second project manager’s question about the purpose of the project – 
the characters are still at a very surface level of understanding, thinking that they 
only have to meet one client’s needs. 
 
 
4.15   Tale Eight – “Things that have people come along with you are the truth, 
the whole truth, the ungarnished truth” research participant Olive O’Brien 
(transcript p. 11) 
 
In which the team come to understand what they need to do, and some learn to 
trust the second project manager. 
 
4.15.1   Tale Eight: Narrative 
The following week the team meet in the same room on Tuesday afternoon. 
Again, they take the same seats, Judie hanging back until everyone else is seated 
before sitting herself, clutching her handbag and hunching over the table so close to 
it that her chin nearly touches it. 
“I’d like to begin by thanking Theresa for her excellent work in putting 
together the documents from our conversations last week,” Rhiannon says, skimming 
copies of the project plan across the wooden table to each person as though the 
documents were stones skipping across the surface of a lake. “Thanks to all of your 
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input, I think we’re in a solid position to start working out exactly what we need to 
do and when it’s feasible to do it. I’ll give you a couple of minutes to look through 
the document before we start.” 
 
On opening the document, Anna is impressed to see the entire team’s names 
listed as the authors of the plan. She looks across the table at Rhiannon, holds up the 
document and points to the list of names while she mouths the word “nice”. 
Rhiannon smiles and mouths back “all of you”, opening her hands in a wide but 
controlled gesture, like the Pope blessing the crowds in St. Peter’s Square on a 
Sunday. 
 
Oliver turns immediately to the section on the budget. He sees that everything 
is laid out as it should be, including the salaries for the team and the current amount 
remaining for purchasing equipment and software. He scans the page, checking that 
the numbers add up correctly. 
 
Kris doesn’t open the document; instead he takes the opportunity to keep 
reading a document on his laptop. Molly, seated beside him, flicks through the 
project plan without stopping to read anything in detail. 
 
Judie opens her document and stares intently at it, her body language 
screaming I’m completely absorbed in this – don’t disturb me. She barely blinks and 
doesn’t turn the page once. 
 
Rhiannon rises from her seat and crosses to the electronic whiteboard on the 
wall behind her. “Unless anyone has questions, I’d like us to do a bit of mapping 
now, to work out our schedule for the next couple of weeks. You all came back to the 
last meeting with a great list of contacts from across the institution, so we need to 
turn that into a draft schedule so we can start talking to people in earnest about what 
we can develop and deliver for them.” 
 
“And why are we going to talk to all of these people?” Oliver asks. “We know 
what the Vice-Chancellor wants. Why don’t we just give it to her?” 
Rhiannon looks directly at him when she answers. “Well, Oliver, you’re right. 
We do know what the Vice-Chancellor wants. She’s spent some time working that 
out, and she’s given us a good starting point. But she’s not the only stakeholder we 
need to think about. Other people use these reports besides her. So we need to find 
out what their needs are, too. Whether the current reports are exactly what they need, 
or if they, too, would like to see changes to them. And we also have to consider the 
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staff in your area of DIM. If there are going to be changes to the reporting, we have 
to be sure that we’re not duplicating something that already exists there.” 
Oliver leans back in his seat and nods. “Fair enough,” he says. 
Rhiannon turns back to the rest of the team. “So, are there any other questions 
at this point?” 
 
There aren’t, so she continues with her plan. As they proceed, the group 
participate more and more, rapidly filling the board with a timeline of who to consult 
with and in what order. Within ten minutes everyone is contributing except for Judie, 
who shifts her stare from the board to the document in front of her and back again, 
avoiding the eyes of everyone else in the room. Rhiannon notices and, remembering 
that her subtle invitation had not worked the previous week, tries a different 
approach instead. 
“Who needs a coffee break?” she asks. As the others rise and stretch, she walks 
around the end of the table and sits beside Judie. 
 
“Judie?” she whispers. 
The brunette looks up from her document, but again looks at the whiteboard 
rather than directly at Rhiannon. 
“Do you have anything to add?” Rhiannon asks gently. 
Judie shakes her head, clutching her handbag to her chest and dropping her 
chin to almost rest on it. 
“Will you let me know when you do, please?” Rhiannon asks. 
Judie’s head nods quickly twice, up-down-up-down, ending as it had begun 
with her chin close to her chest. 
 
“I once went through something very similar to what you did, you know,” 
Rhiannon continues. “My second job out of university. I had only recently come to 
Gamma University, and I was full of enthusiasm and confidence, ready to take on the 
world. But I was unlucky, and I went to work for a bad manager. Oh, I didn’t really 
know it at the time, but all of the little things he did used to have an impact on me.” 
Judie looks up. “Like what?” she asks. 
 
Rhiannon slumps in her seat. “Oh, lots of things. Nothing, but everything. He’d 
go from micromanaging me to ignoring me. He’d forget to invite me to meetings, 
and then he’d get angry at me for not knowing what was happening. Or, if I was at 
the meeting, he’d belittle everything I said, but subtly. There was nothing overt that I 
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could put my finger on and point to or document to say that I was being bullied. Not 
that the concept of bullying in the workplace even existed back then. It certainly 
wasn’t covered as it is now in the Workplace Health and Safety legislation. But it all 
just added up to an unpleasant experience. Over the course of a year or so I just 
changed. I became less enthusiastic, less willing to give my opinion because I knew 
he’d just tear it down and tell me how worthless it was.” 
“So what changed?” Judie asks, dropping her handbag into her lap and looking 
directly at Rhiannon for the first time. 
 
Rhiannon smiles sadly. “He got promoted to another department. And I got 
lucky. My new boss was a much better fit with me. We got on well, and he started to 
give me more responsibility. And I realised a few things that helped.” 
“Like what?” Judie asks. 
“Like the fact that my previous boss was threatened by me, by my youth and 
intelligence. Like the fact that my degree was in business, while his was in education, 
so there were things that I knew about that he didn’t. And, to be honest, I think he 
was worried that I wanted his job, when in fact I had already realised that my passion 
was working on bigger-picture things than the narrow focus of our section. So then I 
could begin to understand why he acted the way he did.  And that helped me to move 
on, and to feel okay about what I had gone through. But it took a while.” 
 
Judie nods. “How long?” 
Rhiannon sighs and stretches. “Only a few months. But, as I said, I was lucky. I 
got a good manager straight away, who was emotionally intelligent enough to see 
beyond my façade and recognise that there was a lot of value that I could bring to the 
organisation. In fact, within a year I had moved on to a job in the School of 
Education’s main office thanks to his support. And that was the stepping stone to me 
getting a School Manager position at Delta University, which led to me getting the 
Executive Officer job here at Omega University. A long and winding path, really. 
But I managed to stay in touch with my good manager. We’d have coffee every few 
months, just to touch base and talk about what was happening, work through any 
problems I was experiencing.” 
 
“Like a mentor?” Judie asks. 
Rhiannon looks at her. “Exactly like a mentor,” she says thoughtfully. “I’ve 
never put it in those words before, but that’s just what he was.” 
“Maybe…” Judie begins, but then stops herself as she hears footsteps 
approaching. 
“Yes?” Rhiannon asks, leaning back and pushing the door closed. 
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“Maybe after this project you could be my mentor for a while?” Judie asks, 
staring down at her lap. 
“I’d be honoured,” Rhiannon replies as Oliver pushes the door open with his 
foot, a cup of coffee in one hand and a glass of water in the other. 
 
The others return to the room one by one. Judie slips out to get herself a cup of 
tea. When she returns, it’s to hear Oliver saying “and then we’ll need to do a TNA on 
the FTE before we can roll this out.” 
Theresa is frantically scribbling notes, pausing to ask, “A what?”  
Judie pulls a pen and notepad out of her handbag, tears a page out of the book 
as quietly as she can and scribbles something down on the sheet. 
 
Oliver repeats, slowly, as though she is intellectually impaired, “a TNA on the 
FTE. Don’t you understand TLAs?” 
Judie pushes her piece of paper across the table to Theresa. Written on it is A 
training needs analysis on the full-time equivalent staff. He’s just showing off. 
Theresa looks at her gratefully. “Thank you,” she mouths, and scribbles 
something on the note before pushing it back.  
Judie reads What’s a TLA? 
She picks up her pen and writes in reply Ah. Three letter acronym. This place 
seems to run on them. Everyone thinks they’re so clever.  
Judie doesn’t notice Anna stretching up and across from her seat two places 
away to read the note over her shoulder.  
 
Hmmm…Anna thinks to herself, assessing Judie, smart and tactful. This girl 
knows her stuff. And she’s cute. Why have I not noticed her before now? I wonder 
what her deal really is. I need to get to know her a bit better. 
“Surely we can’t do a TNA until we know what tool we’re going to be 
delivering these reports in?” Anna asks, hoping it will prompt Judie into joining the 
conversation. 
“I was reading an industry report recently that says 60% of people around the 
world want to work with the latest technology,” Molly offers6. 
                                                 
 
6
 Molly is referring to the Dell (2012c, p. 5) report which states that “a majority of workers around the 
world – 6 in 10 – agree that it’s necessary to keep up with the latest technology to be effective at 
work”, although it, like Anna’s iPad, was not in existence at the time of the projects that this narrative 
is based upon. 
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“But we haven’t included any licensing costs in the project plan,” Oliver 
objects. “That could cost us hundreds of thousands of dollars if we want to get a 
whole new system. Jude, back me up here?” 
Judie blinks, startled, then nods. “As long as what we end up with isn’t too 
complicated, we can do it with our current reporting infrastructure,” she says quietly. 
Molly throws her hands up in the air. “Okay, but it’ll be a lot less fun than 
getting a new technology to play with.” 
 
The meeting progresses for another hour, until everyone is happy with the plan 
for consulting with stakeholders from across the university. Anna sighs and turns off 
her computer, then looks up to see Judie standing and obviously about to leave.  
“Judie!” she calls gently, “Can I walk out with you?” 
Judie halts, her chair almost crashing into the wall behind her with the speed of 
her stop.  
“Sure,” she says, smiling hesitantly.  “I was going to hit the chocolate shop 
before I go home.” 
Anna smiles in return. 
“Great. That’s exactly what I need, too. Chocolate fixes everything. Goodbye 
all; have great nights.” 
She scoops her computer into her handbag and follows Judie into the hallway 
as the others say their farewells and discuss their plans for the videos they plan to 
rent or the cheap pizza they want for dinner that night. 
“So! Tell me about yourself. How long have you been here at OU?” Anna asks 
brightly, thinking I’m going to figure this girl out. 
 
Meanwhile, Oliver waits until the others have left before going up to Rhiannon, 
who is erasing her writing from the whiteboard. 
“You know, this is all just a waste of time,” he says. 
“Really? Based on what evidence?” Rhiannon asks, putting down the eraser. 
“Look, I’m a CPA, I’m almost finished my MBA, and I’ve worked here for 
almost twenty years. I’ve seen it all before. There’ll be a big fuss, and lots of noise 
and money, and a couple of people will get promotions out of it, probably Kris and 
Anna, but it won’t make a squat of difference to most of us out here actually doing 
the work!” Oliver complains. 
 
Rhiannon looks at him for a moment. “So, you’re saying this project is a waste 
of time? You don’t want to be involved?” 
 220 Chapter 4: Results and Discussion 
“Of course I want to be involved!” he replies, frustrated and letting it show. 
“I’ve got most of an MBA, I’m a CPA, and I’ve been here forever. You NEED me 
on this project team. I know how things work around here!” 
“Oh,” Rhiannon replies. “Okay. I know that you have great skills and 
experience. And the study is always a good thing to be doing if you’re working in 
higher education – if we don’t value what our organisation offers, then why should 
anyone else? Based on all of that, then, what – exactly – do you think I should be 
doing now?” 
 
Oliver thinks for a moment. 
“You know, based on the strategic leadership classes I’ve taken, I think you’re 
already doing everything right. Heck, you’re probably the best I’ve ever seen at this 
soft, fuzzy, people side of project management. I wish I’d known you a year ago – I 
could have used you as my case study. But I still don’t think it’s going to work. The 
people stuff you’re doing won’t help when the whole culture of this place is against 
you.” 
Rhiannon smiles, and surprises him by saying, “That’s why I wanted you on 
this team. You’ve been here, as you say, forever, so you’re going to have some 
excellent insights on how to help make this change work. That’s what I need you to 
do. Turn that brain of yours to figuring out the best way for us to be successful, and 
make this project work for everyone. Can you do that?” 
 
Stunned, Oliver nods, slowly at first, but building in enthusiasm as the gears 
turn in his mind. He smiles and walks away, already thinking of things that need to 
happen. 
Rhiannon grins and goes back to cleaning the board. 
 
4.15.2   Tale Eight: Discussion 
The theme of this tale is communication. The first intention with this tale is to 
highlight the importance, as several research participants commented, of good 
consultation. As research participant Richard Robbins puts it, “There’s a lot of 
reporting upwards as opposed to giving the workers the reports they need to do their 
job” (RR transcript, p. 2). This is counterbalanced by the concern of research 
participant Neville Norton that “Some of the reports are just, like, I get a feeling we 
just have too many. But I’m the sort of person that, if I have to run three separate 
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reports to get the data I need, I’ll run the three separate reports. I wouldn’t say can 
you build me that report, with this over here and that over there and produce a new 
report for me from the bits that I need from the three existing reports” (NN transcript, 
p. 7). 
 
The second intention with this tale is to express the perception among the 
research participants of Omega University’s maturing ability to conduct projects with 
more observable positive outcomes for participants and recipients. In the words of 
research participant Olive O’Brien, “I remember people being surprised that I wanted 
to go out and consult with people. I remember that was a bit of work, to get that 
going. For me, that was a crucial first activity, to understand who were the players 
and what they were expecting, and how do you sell this to them, and how do you 
actually get their perspective into the project and get them to be part of the change 
rather than not. Once people got out and started to come to meetings and hear 
stakeholders, they got very interested. And out of that came a list of desired changes. 
So, although that hadn’t occurred to them, when it happened they were on-board very 
quickly and saw the value of it” (OO transcript, p. 3). 
 
The third intention with this tale is to highlight the importance of what research 
participant Simon Smith calls “corporate memory” (SS transcript, p. 1), and which 
other participants also referred to. It is important to learn the lessons of the past, and 
one of the best sources of that is through capturing the experiences and lessons 
learned by those involved in projects. This is not something that Omega University 
has learned how to do in an explicit and consolidated way. As research participant 
Olive O’Brien put it, “if the changes are in the same organisational unit then there is 
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some conscious or unconscious knowledge that is gathered, and people improve their 
practice” (OO transcript, p. 7). Both she and research participant Quentin Quinn 
referenced one specific manager in Omega University, whose department had been 
through three restructures, as someone who now knows how to cope with change 
because he has done it so often. Across all of the interviews, that one individual was 
the only example any of the participants could think of where someone at the 
institution had learned from previous changes. 
 
The fourth intention with this tale is to keep building a picture of a better way 
to manage change. In the words of research participant John Jackson, “Trust is a big 
component” (JJ transcript, p. 7). This, of course is also echoed in the literature, as 
was described in Chapter Two. And one of the many ways to build trust is to use 
common language, which is what the character of Oliver is doing in this tale, based 
on the story of research participant Lawrence Ling, who described his first meeting 
at Omega University, having come from working outside the higher education sector: 
“From the time the project manager said ‘hello, this is Lawrence’, to the time we 
walked out, I think I only understood every second word because it was all acronyms 
the whole way through. I thought what have I got myself into? Is this person even 
speaking English? I don’t know” (LL transcript, p. 5). 
 
In this tale, the character of the project manager shares one of her truths with 
the character of Judie, along with the lessons she learned on how to cope. This part 
of the tale is based on the story of research participant Daphne Downe, who felt that 
“People didn’t like that I was so very young and I was supposed to know my place a 
little bit” (DD transcript, p. 4). It is also designed to raise the possibility of a 
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mentoring relationship between participants in a project even after the project has 
ended. Rolfe (2011) describes mentoring as being a personal improvement 
association with someone beyond the usual hierarchy, so, while it would be 
inappropriate for an immediate supervisor to be a mentor for their staff member, it 
makes perfect sense once the characters return to their own roles in different parts of 
the University. 
 
 4.16   Tale Nine – “It doesn’t matter if you come in on time. It doesn’t matter if 
you come in on budget. If doesn’t matter if you come in with a fabulous project, 
product, whatever, which does everything. If the users don’t use it, you’ve 
failed” research participant Lawrence Ling (transcript p. 10) 
 
In which we have lunch at the Finance Officers Gathering and go through a 
little of their experience of the project. 
 
4.16.1   Tale Nine: Narrative 
William Nillsen, the Finance Officer for the School of Law, and Lisa Tendakis, 
the Finance Officer for the School of Education, are the first to arrive at the Italian 
restaurant just off campus for the July FOG meeting. They sit at the round table at 
the back of the room, away from the other customers.  
 
Lisa orders a large glass of red wine; William pays for it along with two beers 
– one for himself and another for Tom. 
“The joys of eating off-campus,” she says, slumping into her seat. 
William grunts in agreement, taking a long swallow from his frosty glass. 
“So, I hear you spent a bit of time talking to the reporting project about what 
they’re doing?” he asks, putting the half-empty glass down on the table in front of 
himself. 
“Indeed I did,” she replies. She takes a sip from her wine before continuing. “It 
was quite interesting. I’ve never been involved in a project here that’s done things 
that way.” 
“Really?” William asks, playing with a trickle of condensation running down 
the side of his beer. 
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“Yeah,” Lisa continues. “It’s like they were genuinely interested in what I had 
to say.” 
“I saw it the same way,” Tom Katter agrees, plunking himself down next to the 
full beer beside William. “Presuming we’re talking about the reporting project?” 
“Yeah,” William says. He takes another swallow of his beer. 
“In my view, they might actually view things our way for once, and give us 
what we’ve needed to see in those reports. Make it clear and simple and visible to 
everyone who looks at them. I don’t know about you, but I’m tired of having to find 
different ways to show my EO and the Dean what our financial position actually is,” 
Tom adds. 
Lisa and William agree. 
Jack Daniels from Business is the next to join them at the table, swiftly 
followed by Cathy Doggett from Health and Medicine. Jack orders a bourbon and 
cola, Cathy asks for a bottle of water for the table, and William orders another beer. 
Before the waiter leaves, they also order their lunches. 
 
“We were just talking about the new financial reports that are coming,” 
William says. “How good they sound.” 
“Yeah, I was impressed,” Jack says. 
Cathy agrees. 
“Just the way they took the time to come and see me when it suited me,” she 
says, “I really liked that. Instead of just being told to turn up when it suits them.” 
“Have you seen anything yet about when we’re going to see these new 
reports?” Tom asks. 
William and Cathy shake their heads. 
“Well, then, I have a pleasant surprise for you,” Lisa says, smiling smugly. 
“Their reporting girl called me this morning and wondered when would be a good 
time to get us all together to have a look at what she’s building. So I told her to meet 
us here later, after we’ve eaten. I figure we can stay for coffees and call it work 
time.” 
The others laugh. 
“Very clever,” Jack says. 
*** 
Forty five minutes later, their bellies full of pasta, the finance officers of 
Omega University are leaning into the table, looking at two A3 sheets of paper. Judie 
is sitting beside Cathy, her left hand pointing at one sheet and her right hand pointing 
at the other. 
 Chapter 4: Results and Discussion 225 
“Now, what I’ve got for you today are just mock-ups that I’ve made quickly in 
Excel,” Judie explains. 
“So, if you’re making the mock-ups in Excel, does that mean you’re going to 
deliver the final reports in another new system?” Cathy asks. 
William groans. “I didn’t just hear you say another new system, did I?” he 
asks, his chin dropping onto his chest. “I don’t think I could bear to learn something 
else right now. Not after the new HR system last year and with the new student 
system that’s out to tender right now.” 
Judie smiles. “Don’t worry. We’re building a new set of data tables to run the 
reports, but they’re going to come straight through the corporate reporting tool, same 
as all of the other finance reports. They’ll be in exactly the same place as all of the 
other financial data you already use.” 
“Hallelujah!” Lisa exclaims. 
“I hear you,” William adds, slumping back in his chair, relieved. “I’m so glad 
you listened to my feedback when we talked last month!” 
 
Judie’s grin gets wider, and she taps on the two pieces of paper again. 
“So, as you see on this row, we’ve taken the overall University position and 
added an icon to indicate its performance,” she explains. 
“Based on what?” Lisa asks. 
“Compared to what benchmark?” Jack asks. 
“Well, remember that these are just mock-ups, so we’re not reporting from the 
live system yet. These are just using figures copied and pasted from last year’s 
audited financial statements,” Judie explains. “And I just manually did the coding 
using the benchmarks in the Triennial Finance Plan. So on this one,” she whacks the 
page on the left, “we’ve used a basic traffic light colour coding. Green is good – 
more than 20% above target, red is bad – more than 20% below target, orange means 
it’s average, so within 20% either side of the target. While on this one,” she whacks 
the page under her right hand, “I thought icons might make it easier for people to 
understand, especially if they’re red/green colour deficient. So we’ve got green ticks, 
red crosses and orange dashes. Same percentages as the other one. But in both 
versions they’re all in different shades, so even if you print it black and white instead 
of colour they’ll still look different.  What do you think?” 
William laughs. “Listen, the one time I was 20% above target was because our 
enrolments were bigger than we’d anticipated because someone on offer day decided 
to lower our cut-off for entry. We had more students than we could handle. I heard 
that they were literally sitting on the stairs in lecture rooms. And then we had the 
highest attrition rate we’d seen for years as a consequence, so our budget went 
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completely down the toilet for the next three years. I hope you’re hearing me when I 
say that maybe 20% is a bit high?”  
 
The group talks excitedly for several minutes, pulling the pages back and forth 
between themselves. Judie sits quietly and listens, occasionally reaching in to draw 
something on one of the pages that the group have suggested, or to write herself a 
note on the side of the page as a reminder to follow up a suggestion later. 
 
4.16.2   Tale Nine: Discussion 
The theme of this tale is building efficacy through agency. The purpose of this 
tale is to display one way to enact an aspect of building personal change resilience 
that several research participants said was important – genuine consultation. In the 
words of research participant Olive O’Brien, “If you say you’re going to consult 
people and listen to them, do listen to them, whether you like it or not. If you tell 
them they’re going to be part of the future planning, make sure that they are. At this 
university, I think a lot of people are demotivated because they were told that they 
were going to be able to influence change, and then they find out that their comments 
have gone nowhere. And that’s really dispiriting for them. A dialogue is useful; it’s 
very useful for innovation and creativity, and improving the final outcome” (OO 
transcript, p. 10).  This is echoed in the literature, such as the Dell report (2012b, p. 
47) on the workforce perspective on global IT changes, which found “as a whole, 
and consistently across sectors, the Australian worker is not that excited by 
technology. In fact, a large number see it as a … cause of frustration and stress”, and 
in Lidstone (1988, p. 22) who says “the basis of good summarising is your own 
ability to listen to what is being said, to remember what has been said and to say it 
again on behalf of the group”, which is shown by the character of Judie being 
praised by the character of William for listening to his feedback. The need to consult 
and listen to the feedback is also shown through the character William Nillsen’s 
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comment about being 20% over target, the result of which will be seen in Tale Ten 
below. 
 
 4.17   Sixth Interlude – “Probably [we needed] a few forums where the actual 
senior, middle and low level people who were involved in this stuff, sat down 
and had an open, candid, facilitated discussion. The only way that could have 
been achieved, I suppose, is if the Vice-Chancellor led them” research participant 
Edgar Evans (transcript p. 6) 
 
In which the project manager engages the Vice-Chancellor as a stakeholder as 
well as a sponsor. 
 
4.17.1   Sixth Interlude: Narrative 
Rhiannon is sitting at the café by the Quad when Stefanie Jackson joins her, a 
steaming cup of coffee in her hand. 
“Rhiannon, good to see you,” Stefanie smiles, sitting across from Rhiannon at 
the square metal table. 
“And you, Vice-Chancellor,” Rhiannon replies. “Thank you for finding the 
time to meet with me today. Beth said you’re preparing for a trip to China next week, 
so I really appreciate it.” 
“Not a problem. I’ve been telling everyone what great work you’re doing,” 
Stefanie replies. “I know your Dean, in particular, is keen to see what you’ve come 
up with.” 
 
Rhiannon smiles and takes a sip of her tea before speaking. 
“Well, the team have been working hard on this, and we’re at a point where we 
need your input. And that of the senior management team as well. We’ve been 
working with the Finance Officers across the University, and with the staff in DIM, 
but we need to be confident that you’re comfortable with what we’re doing before 
we bed it all down and start pulling data from the actual finance system.” 
 “What do you need me to do?” Stefanie asks. 
 “I need half an hour with you and your advisory team where my team can 
show you all what we’re working on, and get your feedback. And I need you to wear 
two hats in that meeting. Firstly, I need you to be our sponsor, to make it clear that 
this project is going to deliver something that you want,” she replies. 
“Of course,” Stefanie responds. 
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“And secondly, I need you to be able to step back and be a critical friend for 
our work. I need you to actually model for the rest of your senior team how to pull 
our work apart in a positive way, so that the end product is better for it. Like you did 
in our last School review, when the Chair of the panel had us all working on possible 
new structures? I found your input very helpful that day,” Rhiannon says. 
 
Flattered and pleased by her comments, and enthused by her passion, Stefanie 
agrees. When she returns to the office, Stefanie asks Beth to organise something for 
later that week, before she leaves the country. 
 
4.17.2   Sixth Interlude: Discussion 
The theme of this interlude is engagement. The first purpose of this interlude is 
to highlight the importance of language. The Vice-Chancellor’s character is used to 
individuals taking credit for the work that they present. The project manager gently 
challenges this by the use of the words “we” and “the team”.  
 
The second purpose of this interlude is to express the critical importance of 
engaging the Vice-Chancellor in the outcome of the project. As research participant 
Daphne Downe put it, “If the CEO doesn’t support you, then don’t even bother doing 
it” (DD transcript, p. 3). This is echoed by research participant Edgar Evans’ 
comment, “At the end of the day, unless you have the senior management supporting 
the project, you shouldn’t do it. You’re just wasting your time, just burning people 
out” (EE transcript, p. 6). 
 
It is also explicitly based on research participant John Jackson’s comment 
about the need to teach people in projects how to do the roles that are required of 
them: “The sponsor was the sponsor but he didn’t know what to do” (JJ transcript, p. 
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2). In this tale, the character of the project manager is explicitly telling the sponsor 
what she needs her to do. 
 
4.18   Tale Ten – “There is a little bit of, well, you are not in my team, you’re not 
important enough to talk to, so why am I interacting with you? I think the uni 
does have that culture. Maybe less so now, but it’s still there” research 
participant Lawrence Ling (transcript p. 6) 
 
In which the project team shows the senior advisory group the reports that they 
are building. 
 
4.18.1   Tale Ten: Narrative 
Anna, Oliver, Theresa and Rhiannon are just finishing laying out copies of the 
latest versions of the reports when the first Dean arrives in the Vice-Chancellor’s 
meeting room. Rhiannon smiles as the petite brunette comes through the doorway. 
“Sophie! I hear you’ve been curious about what we’re doing?” Rhiannon says. 
She grins and walks around the table to hug her Dean. 
“More that I’ve been missing you, “Sophie says. “Elizabeth is good, but she 
doesn’t have your deft touch with the staff. Did you know that Ruth is pregnant 
again?” 
Rhiannon smiles. “Yes, she called me last month. I can’t believe it’s been two 
years already since she had Roman. It feels like yesterday. Here, let me introduce 
you to some of my team. Anna, Oliver, and Theresa, this is Professor Sophie Burns, 
my Dean from Health and Medicine.” 
 
As the other Deans arrive, Sophie introduces them to Rhiannon and her team, 
until all of them are assembled around the table. Bob Sexton, the Dean of Business, 
has brought his Executive Officer Felicity Cho with him, and the two of them sit 
together at one end of the table, talking quietly. Felicity looks up at one point and 
smiles at Rhiannon, who smiles and nods back. 
Finally, Stefanie comes in and everyone takes their seats. Stefanie explains that 
she has commissioned the project to improve the university’s financial reports to 
Governing Council, and that the project team have spent the last couple of months 
gathering requirements from users across the university, and building draft reports, 
and that it is now the Deans’ turn to contribute. She then asks Rhiannon to take over 
and explain exactly what they’ll be doing over the next half hour. 
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“Thank you, Vice-Chancellor,” Rhiannon says. “I appreciate everybody’s time 
today, and we’ll try to run through what we need to do as quickly as possible. 
Basically, we want you to look at the draft reports in front of you, and let us know 
what you like and what you don’t like. In addition to me there are three other 
members of the project team here this morning, and we’re all here to write down 
what you’d like to see changed. We have Oliver from DIM.”  
He nods and raises his right hand.  
“Anna who is our marketing and client engagement expert,” Rhiannon 
continues. 
Anna steps forward and says “hello”, then steps back to the wall again. 
“And Theresa who takes the best notes I have ever seen,” Rhiannon adds.  
Theresa blushes and waves at the room, grinning. 
 
“The four of us are here to help explain what you see before you, and as I said 
we’re going to be taking copious notes on whatever you tell us. Before we go to that, 
though, a little background on how we got to these draft reports,” Rhiannon says. She 
goes on to explain the process that the team have gone through, consulting with staff 
across the University, in both DIM and Schools. She adds that the draft reports are 
built on the prior year’s actual data, using the targets from the Finance Plan of the 
University. 
“The colour coding is designed to make it easier for people using these reports 
to interpret what they’re seeing, particularly since many people on the Governing 
Council don’t have a financial background, so they can’t easily interpret the current 
reports to understand when a figure is good or when it’s bad,” she says. “And that’s 
the part that we’re particularly interested in getting your feedback on. We started 
with highlighting a 20% shift above or below the target, based on the 
recommendation of staff in DIM. But the feedback from all of your Finance Officers 
was that they thought a 10% shift was more reasonable, given our corporate 
experience with predicting student numbers which is where most of our money really 
comes from. We’re interested in what you think is a useful figure to highlight?” 
 
Bob speaks first. 
“In my experience, our targets are already set to be fairly ambitious. I wouldn’t 
want to see a report where there’s no green at all. I think it should at least be possible 
for a School to get some green on their page.” 
Sophie agrees, adding, “We’re a fairly well-off School, and I run a pretty tight 
ship, and I may be wrong but I think we’ve only been more than 10% over target 
once in the last six years.” 
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Stefanie lets the others add similar comments before clearing her throat. 
“I’m hearing that you’d like some analysis done on the data before we settle on 
a performance model to use, but that whatever the final figures are that we use, they 
should be achievable with a little bit of stretching and effort? Is that a fair comment? 
That you’d find these reports useful if they show where you’re doing well as well as 
where you’re in trouble?” 
 
The conversation continues for the next twenty minutes in a similar fashion, 
with one Dean picking up on a particular issue and the others agreeing, before 
Stefanie interrupts their conversation to summarise the point being made. 
Throughout it all, Theresa takes copious notes while Anna walks around with her 
iPad, sharing the document with the Deans who have their devices with them. Oliver 
remains in his place at the wall, just watching everything. Rhiannon circulates 
around the room, pausing occasionally to engage in a private conversation. 
 
By the end of the half-hour session the team have almost a dozen specific 
issues to address, ranging from the underlying performance model to the specific 
shade of red in the reports being too bright to look at comfortably on a computer 
screen. 
Stefanie thanks them all for their time, and commends the team on the 
excellent work that they are doing. 
“I’m looking forward to taking the next draft of these reports to the next 
Governing Council meeting at the end of October,” Stefanie says. “As the original 
clients for this project, they’ll have the final input into their format, but the work that 
we have done here this morning has certainly contributed to a stronger outcome.” 
 
4.18.2   Tale Ten: Discussion 
The themes of this tale are engagement and communication. This tale has been 
built partly on the need to help people cope with change by ensuring that process 
improvements occur alongside cultural and personal changes., As research 
participant Penelope Porter puts it, “There needs to be a balance between what is the 
process, and what is the outcome you are trying to achieve here?” (PP transcript, p. 
15). By inviting the input of the Deans, the character of the Vice-Chancellor is 
engaging them in a new way of working in this project and financial space, 
modelling the collaborative behaviour that will be needed in the future if the 
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organisation is to learn and grow its areas of strength. The characters of the project 
team are part of this cultural change as well, in two ways. Firstly, they are explicitly 
being given credit for the work that they are doing, a continuation of the project 
manager character’s cultural change in the last interlude. Secondly, they are 
explicitly expressing their gratitude for the time that has been put into this project by 
the finance officers, both strengthening the validity of the reports they are showing as 
useful to staff across the institution, and continuing the cultural change by showing 
their appreciation for the time and effort that others have put into the project. 
 
This tale has also been built on research participant Simon Smith’s principle of 
change responsibility: “If you can contribute towards the solution, then you have an 
obligation to participate” (SS transcript, p. 7). 
 
The final intention of this tale is to maintain the reminder that work is only one 
part of everything going on in peoples’ lives – by mentioning the pregnancy of a staff 
member, additional changes are immediately implied. 
 
4.19   Tale Eleven – “Training was one of our biggest avenues of support 
because it actually started to convince people that what we were doing was 
evidently sensible” research participant Edgar Evans (transcript p. 3) 
 
In which the project team air their differences about the necessary training and 
ongoing support that should be rolled out to the University as a result of their project. 
 
4.19.1   Tale Eleven: Narrative 
“I just don’t see why we can’t just book a room and tell them to turn up!” 
Oliver exclaims loudly, slamming his hand on the table. 
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Anna sighs, and speaks to him slowly as though he’s hard of hearing. “Because 
not everyone learns well in a classroom situation,” she explains. 
“Yeah, but some people DO,” Oliver replies, frustration oozing down his arms 
from the tension of his shoulders, turning his fingers white as they splay across the 
desktop. 
“I like knowing when I’m going to learn something,” Molly says.”It helps me 
cope with the change. And it makes me feel like the people doing the change actually 
care about me as a person. Knowing to come to this room on this day, it means I 
don’t have to worry about it. It means that they know what they’re doing, because 
they’re organised. I can relax, because I know they’re going to teach me what I need 
to do.” 
“Thank you!” Oliver cries, lifting his hands from the table and putting them 
behind his head. 
Anna shakes her head. 
“And later, when we don’t have all of our salaries being paid for by the Vice-
Chancellor’s special funding? When people are actually using these reports? When 
someone new to the University comes on board? What about then?” she asks. 
 
Judie looks up, and says quietly, “We can share it.” 
“Share what?” Anna asks. 
“The training,” Judie replies. “The way I see it, there’s two parts to what we’re 
doing. Firstly, there’s the practical part about getting to the reports and running them, 
right?” 
“Yes,” Anna agrees. Oliver and Molly nod. 
“Well, that should just be rolled into the other report training that we already 
provide – we can normalise this one quite easily,” Judie says. “That was the whole 
point of it, after all, to build reports that anyone can use. Which means anyone who’s 
a good trainer can explain them.” 
“Okay, that’s a fair point,” Oliver says. “What’s the second part?” 
“That will be the part that your area’s responsible for, right?” Anna asks. 
Judie nods. 
“As well as teaching people how to access the reports, someone is still going to 
have to train those who need to use them in what they actually mean. I don’t think 
that’s the job of reporting. That’s your department’s job,” she says to Oliver.  
 
Oliver groans. “I had a nasty feeling you were going to say that. Long-term that 
means we need to convince Jim that we need to keep a trainer on the team.” 
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“Maybe not,” Rhiannon says. “Maybe we just need to convince Jim from DIM 
that it should be a part of someone’s job?” 
Anna giggles. “Jim from DIM? Really?” 
Rhiannon smiles. “Sorry. I shouldn’t, but that’s how the School managers all 
refer to him, to differentiate him from Jim Bogart, the School Manager in STEM. I 
think Warren from Education and Arts started it, not long after Jim arrived here at 
OU, quite a few years ago, and that’s just how we all think of him now. Anyway, as I 
was saying, all we really need to do is convince him to add it to someone’s position. I 
don’t think it will be that much work across a year, do you Oliver?” she asks. 
 
Oliver thinks for a moment.  
“Probably not. There’s been a fairly low turnover of staff in the finance 
positions in Schools for the past few years. I think we’ve had two new Finance 
Officers and one of those was when Business created the position of Senior Finance 
Officer and promoted Jack into it. Yeah. Not a lot of turnover, really,” he says. 
 
“Good,” Rhiannon says. “Next question, then, everyone: how comfortable are 
you in explaining what we’ve done?” 
“I can talk through the reports, easy,” Judie says. 
“I’ve already started writing an article about what we’ve done,” Molly adds. 
“And Doctor Benson is wanting us to present at a conference in December, so I can 
share those slides with everyone when it’s done.” 
“Yeah, and I know what we’ve done from the budget side,” Oliver agrees. 
 
Rhiannon smiles.  
“So, how about we roll out the training to the users we’ve already identified? I 
think we should all be there, but Oliver and Judie should be up front doing most of 
the talking. Then, if that works we can suggest to Jim that he expands your position 
description, Oliver, to include some regularly scheduled training, maybe twice a 
year? And we can do the same with your boss, Judie, to include the just-in-time 
training we’re talking about for accessing the reports? Does that sound like a 
reasonable recommendation from the project?” she asks. 
 
Judie beams, and Oliver looks like the cat that got the cream. 
“I knew this project was going to get people promoted,” he mutters around his 
grin. “I said so at the start, remember? But I never thought it might be me.” 
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“You know,” Molly adds, “that’s a lot like what the City Council did last year 
– I did an assignment on it. My brother works for the Council, and when they 
brought in a new Website last year, they actually had an HR person whose job was 
just to go round and sit with people and talk to them about the new site. So the HR 
person was there to actually support the people as they used the new website, as well 
as to gather information about what they were struggling with so that could all be 
collated by the business owners of the system, and fed back into their support for the 
system.” 
 
Rhiannon grins. “So we CAN combine the best of both approaches, and it’s a 
sound recommendation because we can base it in the precedent that Molly’s given 
us. We’ll have scheduled training so that people can be confident that by, how did 
you put it? By coming to this room on that day they’ll be trained. But then we can 
also provide some just-in-time support straight to everyone as well. Team, this is 
brilliant. I love your work!” 
 
4.19.2   Tale Eleven: Discussion 
The theme of this tale is building efficacy. In the words of research participant 
Neville Norton, “When Omega University changed its underlying budgeting 
principles, I had to go along to a half-day training session, and ended up with at least 
a reasonable idea of what the whole project meant. In contrast, when OU brought in 
its new payroll management system, the training wasn’t on the live system, we were 
just talked through it. And when the live system finally came there were just enough 
disparities to wonder, well, what was the good of the training?” (NN transcript, p. 
15). As Rolfe (2008, p. 33) advises, “training should not be a one-off event at the 
beginning of your program. Participants will need on-going support and 
encouragement to fulfil their roles.” This needs to be complemented, though, by 
Chuck Martin, CEO of NFI Research’s comment in Maxwell (2005, p. 5) that “many 
people really want to be told ‘Here’s what we’re going to do’”, hence the character 
of Oliver’s adamant insistence on providing traditional classroom training – to give 
those being affected by the change the certainty of a day, a room, and a time. 
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Many of the research participants agreed about the criticality of training in 
helping people cope with change. For example, in the words of research participant 
Penelope Porter, “training is very important, so that it helps people, so that fear is not 
there – the fear of change” (PP transcript, p. 9). This is also reflected in the literature, 
such as Tynan & Lee’s (2009, p. 106) conclusion that “the future of higher education 
depends on a holistic, research-informed, forward-looking response to staff 
development, in a manner driven fundamentally by personal awareness, 
responsibility, ownership and agency.”  
 
The concept of agency links to Bourdieu (1986, p. 256) and his discussion of 
the increase in embodied cultural capital due to education and training, resulting in 
the fact that “in each generation, the educational system can take more for granted.” 
It also relates to Goleman’s (2004, p. 3) finding that “self-aware people know – and 
are comfortable talking about – their limitations and strengths, and they often 
demonstrate a thirst for constructive criticism. By contrast, people with low self-
awareness interpret the message that they need to improve as a threat or a sign of 
failure.” 
 
This tale has also been written to highlight the concerns of research participant 
Michelle Mason, who commented “Assumptions were made about who needed 
training, and how much. Once wasn’t enough for School-based staff to be trained. 
The [FINANCE] project didn’t succeed because it’s not embedded in the 
University’s culture” (MM transcript, p. 1). The issue of culture is one that several 
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research participants referred to, and which is also important in the literature. For 
example, as Thackwray (2007, p. 46) notes, “organisational development tools seek 
to change the organisation in some way to improve it.” This is echoed in Tierney’s 
(1996, p. 372) comment that “An organization’s members shape and are shaped by 
the rituals of the institution”, and Drummond and Hodgson’s (2003, p. 155) assertion 
that “change that goes against the grain is less likely to endure than change that 
follows existing social arrangements and political balances.” 
 
Research participant Edgar Evans commented on the need to remember that the 
training provided by a project can be quite different to that provided when its 
outcomes have been embedded, particularly if there has been significant staff 
turnover, or if the project has influenced the culture and business processes of the 
university: “There has been quite a considerable changeover in senior management 
across the University. We’ve got people who don’t need to be trained in accrual 
accounting because they understand it. It’s implicit in the system. And we do most of 
the complexity of it in DIM. So we don’t bother them too much with it. The training 
that we have moved on to is a different sort of training, around the legislative 
framework where we are operating. The paradigm is no longer questioned, so we can 
move on to the next steps” (EE transcript, p. 5). 
 
The ending of this tale is based on research participant Olive O’Brien’s 
comment about helping people to cope with change, which is that “A lot of it has to 
do with locus of control and giving them that. You can take most of their locus of 
control, but leave them something so they don’t feel like a victim, so that they feel as 
though they have some power” (OO transcript, p. 11).   
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This is echoed in the literature, such as Deal’s (2007, p. 90) reminder that 
“sustaining competence in organisations is vital to individual performance. Typically 
overlooked in changes designed to make things better is the problem of creating 
incompetence, which usually makes things worse … Announcing a change means 
telling people that they are now incapable of doing their work … the obvious 
antidote for incompetence is training which should deal with both skills and feelings. 
But training rarely receives its share of resources allocated to reform. It is wrongly 
assumed that people on their own will somehow get the hang of what they are now 
required to do.” 
 
This tale also relates to the building of trust through the sharing of power and 
responsibility. In the words of research participant Simon Smith, “I trusted the 
people I had, to whom I delegated. In any organisation, you have to delegate the 
work that has got to be done to others, and you have to give them the power to carry 
it out” (SS transcript, p. 8). 
 
4.20   Seventh Interlude – “We needed to change the mind set about service 
delivery. It would be focussing on interpreting the data and helping others who 
were decision makers in the schools and departments interpret the data and 
action it” research participant Daphne Downe (transcript p. 5) 
 
In which the character of the Vice-Chancellor reflects on the comments she 
received from the Governing Council on the new reports. 
 
4.20.1   Seventh Interlude: Narrative 
Stefanie Jackson sits at her favourite coffee shop near the Quad, sipping a 
cappuccino. She thinks about the Governing Council meeting that happened the night 
before with a smile on her face. 
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She had surprised them with the new-look reports, as part of her regular 
update. And everyone had liked them. They had particularly appreciated that Stefanie 
herself could explain them to the group. She would have to make sure that he got 
more involved in projects that she sponsored in the future. 
 
Having Bob Sexton there had helped, too. As the Dean of Business, Bob had 
been able to put on his accountant’s hat and support the reports as being an accurate 
representation of the University’s financial position. But he had also been able to 
contribute as someone who had been a participant in the information-gathering phase 
of the project, which let the Governing Council have a lot more faith in the outcomes 
of the project, because Bob was able to back up Stefanie and confirm to them that the 
project management process had been a robust one. 
 
Stefanie knows that Rhiannon and her team are writing up a final handover and 
recommendations document. She decides that she is also going to ask them to 
include a section on explicit lessons that they learned during the project. And she is 
going to ask everyone else doing a project at Omega University from now on to do 
the same. And she’s going to ask new project teams to talk to the members of this 
one, to find out what they did to make it work.  
She smiles and swallows the rest of her coffee, thinking that it is good to be the 
Vice-Chancellor on days like this, when she can make a positive difference to her 
University. 
 
4.20.2   Seventh Interlude: Discussion 
This interlude’s themes are communication and agency. Firstly, the interlude 
reiterates the importance of communication and sharing knowledge. In the words of 
research participant Penelope Porter, “As a manager, my team should know what I 
know” (PP transcript, p. 27). This not only helps to build trust, it can also help to 
reduce change resistance. As research participant John Jackson put it, “People who 
are fully informed don’t attack change projects” (JJ transcript, p. 5). 
 
Secondly, this interlude expresses the importance of learning from the lessons 
of the past, as is recommended in the writings of Tierney (2001c). Several research 
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participants agreed that Omega University has become better at the process of project 
management in the last decade. In the words of research participant Lawrence Ling, 
“The University as a whole, our project management is better [than it was during 
DATA and FINANCE]” (LL transcript, p. 8).  
 
Another thing that all of the research participants agree on is that there has not 
been a concomitant improvement in consideration of the people side of change. As 
research participant Olive O’Brien put it, when asked about what the university has 
learned about helping people cope with change, “I can only comment on the change 
management really, not the people side. The project framework [now in place at 
Omega University] doesn’t concentrate on the recipients of the project deliverables, 
but rather it’s focussed on managing the project well” (OO transcript, p. 7). 
 
In this interlude, the character of the Vice-Chancellor also shows that she 
understands and accepts that the role of sponsor is an active one. 
 
4.21   Tale Twelve – “It should all work – we’re all working for the same cause. 
And if people learn and remember that, then everyone should be quite happy” 
research participant Neville Norton (transcript p. 28) 
 
In which the team celebrates the successful end of the project. 
 
4.21.1   Tale Twelve: Narrative 
“I have news,” Anna exclaims as soon as the project team are seated in the 
Italian restaurant off campus. 
“You know how we put in the final recommendations paper, with the lessons 
learned section that the Vice-Chancellor wanted?” she asks. 
The others nod. 
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“Well, I was talking to my boss about it, and I suggested to him that we could 
add even more value to the University if we take those lessons learned and actually 
make them available to everyone. So I’m going to be managing the project to create 
a new Intranet site to house all of the project outcomes!” she exclaims, bubbling with 
joy. 
They all grin and congratulate her. 
After they have ordered lunch and their drinks have arrived, Rhiannon clears 
her throat and raises her glass of champagne. 
“I’d like to thank all of you for making this project so successful. Not only 
have we delivered a useful set of reports, fulfilling our scope, but we also managed to 
do it sooner than expected and with less cost to the University. And I think, in the 
process, we’ve all become more valuable members of Omega University. 
Congratulations!” 
 
“Well, I’ve got two extra publications for my thesis,” Molly says, smiling and 
raising her glass of water. 
“And thanks to the project I’m in a great position to apply for Senior Lecturer 
next year,” Kris adds, raising his glass of red wine. 
“I’ve got a promotion,” Oliver says, lifting his beer. 
“And I’ve got my new project to lead,” Anna adds, raising her glass of wine. 
“And I’m staying at OU,” Judie says, raising her glass of lemon squash. “I 
wasn’t sure that I was going to after the way this project started last year, but thanks 
to Rhiannon’s leadership and everyone’s hard work, I think this is a place worth 
staying.” 
“Bravo,” Rhiannon says.  
The others echo her “Bravo”, or say “To us” and “Cheers” as they all chink 
their glasses together before drinking. 
 
The lunch is long and relaxed. Kris and Anna share a bottle of wine, and Molly 
and Judie order desserts while Oliver and Rhiannon have coffees. When they are all 
done, Rhiannon pays for the lunch before anyone can protest, telling them all again 
what a great team they had been, and how proud she is of them all. 
 
As they leave the restaurant, the group heads back towards the campus. 
Rhiannon says goodbye to them and starts walking further up the street towards the 
Post Office. 
Judie breaks away from the group and runs to catch up with Rhiannon. 
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“Why was it so hard?” she asks. “You know, at first?” 
Rhiannon smiles gently and reaches out to put her hand on Judie’s shoulder 
while she speaks.  
“Because most people actually do know what to do in order to help others cope 
through change. But most people just don’t do it.” 
Judie grabs Rhiannon’s hand and shakes it fiercely, then turns and walks away, 
back towards the University. 
 
4.21.2   Tale Twelve: Discussion 
The theme of this tale is teamwork. This final tale summarises one of the major 
findings of this research – a wealth of information is available in Omega University 
on how to help people cope with change, but no-one accesses it. 
 
It also reflects a comment made by research participant Neville Norton about a 
change that he was managing, where he describes a short-term movement of staff 
into one building while space in a second building is refurbished prior to their final 
relocation there. He explains that our conversation about coping with change has 
been “a bit hypocritical”, because he has undertaken “no consultation as to where 
they were going in the other building.  I just told them ‘This is where you’re going.’” 
He goes on to explain that he plans to manage the second move along more 
consultative lines, and concludes “why consult when the decision isn’t really one that 
you can consult about?” (NN transcript, pp. 18-19). 
 
His comment about being hypocritical and not following his own preferred 
ways of having supported change – a reason for doing it, a good process where 
there’s consultation, and training and involvement of everybody before it happens, 
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and then support for it after it happens – are what informs the project manager’s final 
comment. 
 
What began as a quest to define change resilience in organisational change has 
become a theoretical description of what personal change resilience might look and 
sound like in an average university’s change program. As in life, it is the small things 
that give the loudest voice to the personal change resilience shown – the way the 
character of Judie comes back for another project, even though the last one she was 
involved with failed to deliver and damaged her so badly, the way the character of 
Oliver becomes engaged in the project and is a vehement supporter of its outcome, 
and the way that the character of the second project manager, Rhiannon, strove to 
achieve a positive outcome for every member of her team despite their initial 
resistance and scepticism. 
 
4.22   Conclusion to Chapter Four 
This chapter has presented the findings of this research in a series of 20 tales 
which combine to make a single comprehensive narrative about a single simple 
project at the fictional Omega University. Each tale is based on an anecdote, story or 
idea from a research participant in response to the key research question of what 
helps you to cope with large-scale change at work?  There was no differentiation 
between which research participant provided which aspects of each tale, combining 
elements from each research participant into each character and tale. 
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The narrative tracked one very small fictional project – the development of 
financial reports that could be understood by a lay person, and showed the 
development of change fatigue followed by the development of personal change 
resilience through communication, leadership, trust, agency and efficacy. The first 
half of the narrative epitomised all of the elements leading to change failure from 
Figure 2.7 – poor management, lack of trust, communication issues, inappropriate 
leadership, and lack of support for action through agency, cultural capital and self-
efficacy. The second half of the narrative presented the opposite of those failure 
elements – good management, trust building, positive communication, appropriate 
leadership, and support for action through agency, cultural capital and self-efficacy. 
These elements are further discussed and developed into a model of support for 
personal change resilience in Chapter Five. 
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Chapter 5:  Discussion and Conclusions 
"Learning is not compulsory, but neither is survival." 
W. E. Deming in Lucas (2005, p. 26) 
 
 
The journey to this research began a decade ago with a simple real-world 
question about change fatigue.  It developed to explore in detail one key research 
question: What is the human cost of large-scale organisational change? Along the 
way to answering that question, the research also explored two other questions: 
2. What helps or hinders peoples’ perceptions of their own personal change 
resilience when they encounter large-scale organisational change at 
work? 
and 
3. Is there observable positive change over the last decade in the way that 
Omega University conducts large-scale organisational change projects? 
 
In investigating an answer to those research questions, I have reviewed the 
literature on change management, the broader field of literature encompassing the 
negative forces of change fatigue and resistance, and identified a gap in the literature 
around the offered solution of change resilience. I have incorporated findings from 
the literature in related fields such as management, leadership, mentoring, 
sponsorship and training, all within the field of higher education in Australia, into a 
theoretical framework on what makes change fail. This theoretical framework had to 
guide the research as a proxy for the paucity of literature on ways to increase change 
resilience.  
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I have argued that a social constructivist approach to case study research in this 
particular instance is best addressed through the narrative presentation of an 
ethnographic fiction, seen through an autoethnographic lens, as this provides the 
greatest protection for the experiences of participants in this research, whose 
identities might be vulnerable to identification through conventional attribution-
based research writing (Angrosino, 2007). I then presented that fictionalised 
narrative in Chapter Four, alongside preliminary discussions of how the narrative 
linked to both the data collected from the research participants and to the theoretical 
framework presented in Chapter Two. 
 
Following the presentation of the fictionalised narrative in the previous 
chapter, I will now discuss more explicitly in this chapter the alignment of my 
theoretical model as a contribution to theory that arises from this research through 
the development of a model for increased change resilience, along with some 
practical outcomes, both planned and already achieved. I will also reiterate the 
contribution of this research to both the literature in the broader field of change 
management and to the field of qualitative research. I conclude the thesis, as is usual, 
with a series of recommendations for further research. 
  
5.1   Findings of this Research 
In accordance with my social constructivist view of the world, I present the 
findings of this research with acknowledgement of the research conversations which 
led to them. As such, while not explicitly using the words of the participants in the 
research, I have organised the findings below in the order of the participant whose 
words helped me to reach each conclusion, in order to learn from McCann’s (1999) 
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admonishment that the best way to avoid repeating the mistakes of the past is to 
share our lessons of how to avoid them. That position is reinforced by Owen et al’s 
(2009) suggestion that our own realistic work, with all of its inherent untidy 
representations of real life, might help Others to feel included, when simple and tidy 
stories do not. 
 
Those orderly storylines, as are neatly told in the fast-food management books 
so readily available in every airport bookshop, tell leaders to consult and 
communicate and build trust because those are the things that genuinely do help 
people to cope with large-scale organisational changes at work. What the fast-food 
management books don’t always mention is how much actual time and effort needs 
to go into doing those things well. That actual work part of the change process is 
what has to be done to improve peoples’ chance of coping with such changes, and 
the narrative presented in this thesis, based on the lessons arising from the stories 
told by participants in this research, shows one such way that the hard work of good 
change management could happen. As Clandinin and Connelly (2000) note, narrative 
inquiries often add to the ambient sense of a particular field, rather than contributing 
new knowledge in and of themselves. That does not, of course, mean that the lessons 
learned from this research do nothing for the field; it is simply a reminder that a 
contribution to the field of knowledge is not the only purpose of this research. The 
intention of this research to present a believable view of large-scale organisational 
change within a modern Australian university is just as valuable a contribution to the 
field as the proposed model of change resilience. 
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Most of these findings emerged as a result of the data analysis process of deep 
immersion by reading and re-reading each transcript. Some only became evident 
through the process of writing up the findings. At the end of each list of findings, I 
then add my own reflections for practice, as it is only possible to understand the 
lessons of the past through the filtering causal lens of the now (Markham, 2012). 
 
The development of these findings also helped me to move the thesis from an 
etic perspective, purely informed by the literature on change and trust, to a more 
emic one where I could include, in the story being told, issues that I had not 
explicitly experienced in my role of change manager, such as the often-expressed 
need for a strong sponsor. 
 
 
Table 5.1 below summarises the key findings from this research, based on 
interviews with the research participants. Following the matrix is a more detailed 
description of the elements that each research participant found had helped them to 
cope with large-scale organisational change in the past, answering research questions 
1 and 2, as well as more generic suggestions around large-scale project management 
and their experience of whether Omega University was conducting large-scale 
organisational change projects in a more positive way than it had been a decade 
earlier, answering research question 3. 
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Table 5.1    
Summary of findings from research participants 
 
 
Engage 
users 
Change is 
about 
people, 
with lives 
Communication 
is critical 
Fun is 
critical 
Engage senior 
management 
Chunk / 
prioritise 
to increase 
resilience 
Embed 
training 
Consultants 
are expensive 
for the return 
Omega University 
does not reflect / 
has no corporate 
learning 
Omega University 
does project 
management better 
than a decade ago 
CC           
DD           
EE           
JJ           
KK           
LL           
MM           
NN           
OO           
PP           
QQ           
RR           
SS           
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The findings shown above in Table 5.1 map in contrast to the five negative 
factors proposed in Figure 2.7, the model of change failure, repeated here with the 
findings from this research highlighted and therefore becoming Figure 5.1. It should 
also be noted that the original model for change failure was derived from the 
literature largely in the field of business. This is its first implementation in the field 
of higher education, and the results of this research show that the model is 
appropriate in this context as well. 
 
Figure 5.1. Modified model of change failure, showing support for change resilience. 
 
 Lack of trust opposes the two findings of engagement with users and fun 
is critical. 
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 Poor management and inappropriate leadership oppose the findings of 
engagement with users; engagement with senior management; 
chunking/prioritising to increase resilience; and the expense of consultants 
for the relative return. 
 Communication issues opposes the finding of communication is critical. 
 Lack of support for action opposes the findings of engagement with users; 
change is about people, with lives; chunking/prioritising to increase 
resilience; and embedding training. 
 
Specific elements of each research participant’s data are now given, in order to 
provide details of the basis for my analysis, as described in Section 3.5 Quality 
Assurance. The summary is organised by research participant, alphabetically. 
 
Courtney Cho provided three lessons that informed this research. Firstly, she 
emphasised the importance of building resilience through laughter. Secondly, she 
noted the need to consult widely. Thirdly, Courtney Cho was adamant that executive 
support / sponsorship is critical to the success of any project. These elements speak 
to the need for a model of change resilience to include consideration of leadership, 
trust, and support for action through agency, self-efficacy and cultural capital. 
 
Like Courtney Cho, Daphne Downe also emphasised that executive support / 
sponsorship is critical. Daphne Downe also noted that at the time of the DATA and 
FINANCE projects, there was no resilience-building; the DATA project was 
completed through the sheer bloody-mindedness of the project manager. But Daphne 
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herself has learned from that, and now listens to her team and checks on how they’re 
coping when she’s leading change. Although the recording was poor, Daphne’s 
passion for change meant that her voice carried somewhat better than most others in 
the same category of data, meaning that her transcript included longer phrases and 
therefore more coherent lessons. These elements speak to the need for a model of 
change resilience to include consideration of leadership and support for action 
through agency, self-efficacy and cultural capital. 
 
Edgar Evans’ comments were around the importance of engaging senior 
management before formalising the project, and working in manageable, deliverable, 
bite-sized chunks. He suggested that working against passive/aggressive obfuscation 
led to burnout and change fatigue, and that reducing the scope of the project would 
have helped to reduce that burnout. This correlates with Drummond and Hodgson’s 
(2003) recommendation that the best way to reduce the possibility of resistance is to 
reduce the size of the project. These elements speak to the need for the model of 
change resilience to include leadership, communication, recognition of individual 
situational needs, and support for action through agency, self-efficacy and cultural 
capital. 
 
John Jackson highlighted the importance of gaining user acceptance by 
communicating a consistent message. He suggested that natural rather than forced 
change was the best way, and that quiet acceptance by users meant that the project 
was a success, such as their use of the language/jargon introduced by the project. He 
also said that Omega University has learned in the last decade, as it has improved its 
project management and project governance. These elements speak to the need for 
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the model of change resilience to include components of communication and 
building trust. 
 
Kyran Kerr introduced the concept of life slack to this research, indicating that 
it helps resilience. This element speaks to the need for the model of change resilience 
to include recognition of individual situational needs. His was another interview 
which suffered from poor recording. 
 
Lawrence Ling began by noting that higher education has its own jargon, and 
that it is important to both utilise that internal language in communications in order 
to show membership of the organisation and build trust, but also that it is critical to 
ensure that there is common understanding when you use jargon. He said that the use 
of consultants by the DATA project had been expensive and that the consultants had 
not delivered anything useable by the project for all of the money that had been 
spent. In relation to communication, he expressed an opposite position from that of 
the literature, and recommended a quiet period while issues were resolved rather than 
working hard to keep the project at the forefront of the university’s attention. He 
noted that the DATA project had deliberately been silent for six months prior to re-
emerging with a final deliverable that met the needs of the organisation. Lawrence 
Ling went on to explain the importance of a good project team, one which is 
dedicated and only working on the project, not doing project work in addition to their 
normal roles, as that was a guaranteed path to change fatigue and burnout. Finally, he 
said that Omega University has improved its project management in the last decade, 
but has not learned beyond that. He gave examples of what he described as short-
sighted decision-making such as not requiring consideration of the ongoing support 
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requirements after a project has finished. These elements speak to the need for the 
model of change resilience to include communication, leadership, and recognition of 
individual situational needs. 
 
Michelle Mason’s interview provided one critical lesson for this research – that 
training cannot be a once-only / stand-alone activity – it has to be embedded and 
ongoing. In Michelle Mason’s opinion, Omega University has not learned anything 
in the last decade, as there is no reflection on lessons from projects. This element 
speaks to the importance of training in building change resilience. 
 
Neville Norton’s interview provided one explicit lesson - consultation with 
relevant users along the way is vital so people can be comfortable it’s not a cowboy 
operation. Like many other participants, Neville Norton thought that Omega 
University has not learned anything in the last decade – in his words, DIM recently 
rolled out another project that gave people “nervous breakdowns”. This element 
indicates the importance of trust in the model of change resilience. 
 
Olive O’Brien was the only research participant to provide a list of explicit 
suggestions of ways to build people’s personal change resilience. Her twelve 
suggestions fall under three categories – personal, team, and management 
recommendations. Personal characteristics include altruistically working for the 
greater good, finding personal satisfaction from solving problems, and the liberal 
availability of chocolate to help keep everyone happy. Team characteristics that she 
identified as supporting personal change resilience included spending time at the start 
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of the change to work out exactly what the scope of the work is; working with good, 
motivated team members, and letting the team help itself. Management 
recommendations were to ensure that consultation was sincere, meaning taking into 
consideration what is offered even if it cannot be actioned; honestly explaining what 
is possible; conducting dialogue not a series of monologues; accepting and 
understanding the journey that people must go through emotionally during the 
change and how that will affect them emotionally; avoiding long periods with no 
communication; not rushing to a large-scale organisational change as a solution just 
because there is a problem and a large-scale organisational change is something to 
do; and finally allowing the change to occur at its own natural pace and not forcing it 
to happen faster.  
 
Olive O’Brien also noted that the FINANCE project was operating in a very 
hierarchical culture, with the project team members as privileged, informed insiders 
and the rest of the university treated as outsiders to the change until almost the very 
end of the project. Finally, Olive O’Brien agrees that Omega University has learned 
how to conduct project management much more effectively in the last decade, 
although she also says that the only organisational learning that occurs is if an 
individual happens to be involved in another change. She agrees with the other 
research participants that there is no corporate learning or sharing of ways to conduct 
large-scale organisational change any better than Omega University did a decade 
ago. These elements speak to the need for the model of change resilience to include 
consideration of leadership, trust, communication, recognition of individual 
situational needs and support for action through agency, self-efficacy and cultural 
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capital. It also highlights the need to consider the scope and scale of the change being 
considered. 
 
As Cicmil (1999) commented, we are in an age of organisations that rapidly 
forget what has happened before, which is echoed by the lesson from Olive 
O’Brien’s story that learning about how to cope with change only occurs when the 
same person is involved. As a further reflection, and an area of possible future 
research, this raises the questions of why Omega University doesn’t learn in an 
organisational sense, and whether staff turnover has an impact on the speed of 
forgetting.  
 
Penelope Porter was concerned that consultants, particularly for the FINANCE 
project, had cost Omega University a lot of money for very little benefit. She 
suggested that personal change resilience could be built by the institution recognising 
its corporate responsibility to prioritise projects rather than allowing a proliferation 
of changes at the same time. She was also concerned that there was no corporate 
perspective on large-scale organisational change – quick-fix solutions to partial 
problems were implemented rather than a more considered end-to-end improvement 
of an entire process. She saw change as an opportunity, and recognised that it was 
personal in nature. She believes that training is critical as it helps to remove fear and 
answers the three key questions of Where do I fit? What do I have to do? And Why 
does this matter? She suggested that to be resilient is to be flexible, and that this can 
be helped by empowering people to make improvements and by preparing people for 
a change by telling them what is planned. Finally, like many other research 
participants, Penelope Porter thinks that Omega University’s project management 
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has improved in the last decade, but that is the limit – there has been no reflection on 
what others have done or lessons that they have learned, even when it has been 
documented in their projects’ post-implementation review documents. In her opinion, 
Omega University still does not have any corporate learning from large-scale 
organisational change projects, other than how to better conduct large-scale 
organisational change projects. These elements speak to the need for the model of 
change resilience to include consideration of leadership, trust, training, 
communication, recognition of individual situational needs and support for action 
through agency, self-efficacy and cultural capital. 
 
In Quentin Quinn’s opinion, Omega University has learned in the last decade – 
the process of change management is more effective now. 
 
Richard Robbins’ interview resulted in three lessons that informed this thesis. 
Firstly, major projects should remember internal clients as well as government / 
management needs. Secondly, work has got to be fun. And thirdly, change happens 
because of people and what they do – choices made now impact what has to happen 
in the future. These elements speak to leadership, recognition of individual 
situational needs and support for action through agency, self-efficacy and cultural 
capital. 
 
Simon Smith provided ideas around communication and participation, and was 
the most explicit about the importance of trust. In his experience, trust is built 
through understanding, so it is important both for a project to spend time 
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communicating how and why things will be better, and for individuals to spend time 
talking about what they are doing with colleagues across Schools and Departments, 
between academic and administrative staff, to enable a shared understanding of 
goals, objectives and outcomes. Trust can be enacted and shown through 
participatory actions such as delegation. Simon Smith believes that anyone with even 
a part of a solution has an obligation to participate, so he delegates and empowers his 
staff to do just that. He encourages active participation by explaining that the short-
term burden of time invested in a large-scale organisational change will likely result 
in long-term advantages such as system customisation to ensure that new systems 
and processes meet his School’s needs. He notes, however, that such enlightened 
self-interest as this willingness to participate must be triggered, and that to do that the 
change needs to appeal to every reason the team can think of – altruistic or selfish in 
nature – as only one of the arguments has to work in order to get a person on board 
with the change. Finally, he talked about the practicalities of change, and of ensuring 
that it makes life better for those it affects. He used an example where a process had 
been changed from requiring approval by one local person to needing approval from 
three different people in different locations across the institution. He ended by noting 
that he finds the best way to increase peoples’ personal change resilience is to help 
them to see change as an opportunity for improvement, rather than to fear that a 
change means budget cuts which translate to job losses. Of course, that all depends 
ultimately on the reasons for the change. These elements speak to communication, 
leadership, trust, recognition of individual situational needs and support for action 
through agency, self-efficacy and cultural capital. 
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In summary, while some aspects of personal change resilience will depend 
upon the situation and needs of the individual person, the critical elements that would 
need to be considered in helping people to cope with large-scale organisational 
change include consideration of the scale of the change, and whether it is best 
handled as one large project or chunked into smaller ones; building trust; leadership; 
communication, training; support for action; and recognition of each individual’s 
needs and current developmental, emotional, and physical state of readiness for such 
a change. All of these elements will be considered and included in the models that 
are developed in the following section. 
 
5.2   Development of a Model Based on the Findings  
In many ways, the stories presented here can be seen as a traditional heroic 
tale, where the hero must journey to achieve a quest – in this case, the ability to cope 
with the change that is happening at work. Campbell (1968) describes the heroic 
journey as one where the protagonist ends the journey by returning home with the 
ability to bestow blessings on others. In the realm of project management and 
organisational change, the best blessings can be interpreted as the ability to learn 
from other projects, and the lessons of the past. Omega University has not always 
taken advantage of its opportunities to learn how to help its people cope better with 
the changes that they have to endure. Instead, as Melanie Mason, Patsy Porter and 
other participants agreed, the only lessons that Omega University has taken from past 
projects is how to better manage the processes required to manage projects, which is 
a valuable skill but not the only one that could be learned.  
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One critical skill which is missing from Omega University’s project planning 
processes is the formal requirement to consider the people side of change – what 
could be considered a new construct to be called considerate management. As the 
aim of this research has always been the discussion and development of practical 
tools for actual people undertaking change, the proposed new Change Impact Matrix 
in Figure 5.2 below will assist practitioners to determine the number of people 
affected by the change, and therefore will help them to identify and consider the 
people that their change is affecting, as the human cost of large-scale change is 
fundamentally determined by the number of people that the change is affecting.  
 
 
 
Figure 5.2. Change impact matrix. 
 
 
The responses to the Change Impact Matrix can be used in conjunction with 
Figure 5.3 below, which uses the ziggurat of change model to show the steps when 
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the level of change increases. As the scale of the change increases, the number of 
people affected increases, and therefore the more attention that must be given to 
people’s needs while planning and implementing the change.  
 
 
Figure 5.3. Indicators of increasing level of change. 
 
Where there are indicators across levels, then a judgement must obviously be 
made about the most efficient use of resources in considerately managing the change. 
My recommendation is to treat the change as though it needs the resources and 
attention of the higher level that it maps to, whether that is meso or macro-level 
change. 
 
In summary, using the checklist to determine the level of change should enable 
considerate management that helps people cope with large-scale change in the 
workplace. This should be used in conjunction with reflection on the following 
factors that support personal change resilience. 
 
As outlined in Chapter Two, there are several ways to ensure the failure of a 
large-scale organisational change. That model of change failure was necessary 
because of the paucity of literature available on how to support peoples’ personal 
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change resilience. This research has investigated the factors that support the personal 
change resilience of ordinary workers in an ordinary higher education institution in 
Australia at the beginning of the twenty-first century.  
 
This research has shown that personal change resilience requires the 
intersection of a number of factors, including good leadership that invokes trust 
through effective communication, the building of self-efficacy, and the recognition 
of the needs of each individual, as expressed in part through the quality and 
availability of training opportunities. Using the literature reviewed and the data from 
the research participants, this research contributes knowledge from actual workers in 
higher education about the factors impacting upon positive personal change 
resilience, which are now presented in Figure 5.4, the theoretical model of 
considerate management. 
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Figure 5.4. Model of considerate management to increase personal change resilience. 
 
 
Taking elements from the literature, confirmed by conversations with actual 
people who’ve been affected by large-scale organisational change, I have developed 
a model for considerate management of change in order to increase peoples’ personal 
change resilience. The basis of the model is the recognition of everyone as an 
individual with their own lives, including pressures and skills. Once you recognise 
everyone, you can help to increase their ability to act – their cultural capital, through 
training and development, their self-efficacy, and their agency to actually change.  
It’s also important for people to know that their leader is working towards a goal or a 
vision, not just the perpetuation of their own position, which is why communication 
and building two-way trust is so important. 
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The model of considerate management to increase personal change resilience 
shown in Figure 5.4 shows the actions that will support a change, resulting in the 
resilience shown in Figure 2.3, repeated below, in direct opposition to the forces 
resulting in change failure as shown in Figure 2.7 and modified in Figure 5.1.  
 
 
Figure 2.3. Forces in action on the pyramid of current change. 
 
This model of actions that increase personal change resilience is the 
culmination of both the theoretical and practical elements of this research, and 
answers the second research question of What helps and hinders peoples’ 
perceptions of their own personal change resilience when they have to cope with 
change at work? 
 
5.3   Outcomes of this Research 
The findings of this research inform gaps in the literature in the fields of 
organisational change management and narrative presentations of research outcomes. 
It does this through authentic narrative descriptions of actual people’s perceptions of 
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their personal change resilience as a factor in preventing change fatigue, and through 
the development of the Change Impact Matrix and the complementary models of 
Change Failure and Considerate Management to Increase Personal Change 
Resilience. It also informs theories of workplace education and training, particularly 
in relation to major projects and the training that should result from them in order to 
help the staff involved cope with the changes that occur. The research will also 
inform the area of higher education research, as it provides actionable outcomes for 
both Omega University and other higher education institutions to implement when 
coping with ongoing change. This final outcome has already been disseminated in 
the Australian higher education sector through the four publications listed in 
Appendix H. 
 
The practical benefits of this research are five-fold. First, it details the critical 
importance of improved knowledge of staff and stakeholders’ needs for support 
throughout organisational change projects. Second, it has created the potential for an 
improved relationship between the Department of Informed Money and its 
stakeholders at Omega University, both during the study and as a consequence of 
implementing its results. Third, it provides actionable outcomes to inform the 
selection and implementation of training during major organisational change 
projects. Fourth, it provides a structured way to comprehensively address the issues 
of change fatigue and change resilience highlighted by Omega University’s 
management a decade ago. Fifth, it develops clear links between change management 
models and theories of Organisational Development. As Peter Vaill, the 
Distinguished Chair in Management Education at the University of St. Thomas in 
Minneapolis, noted in an interview, the field of organisational development does not 
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have a good theory of how it interacts with change management (Seiling, 2002). This 
thesis provides a theoretical model for that interaction to begin. 
 
As several research participants highlighted, at Omega University the process 
of managing change has been split into two parts, with the University’s Information 
Technology area responsible for support of the mechanics of the change management 
process through the Project Framework, and the Human Resources department 
responsible for the people side of change. This provides the perfect situation to 
experiment with Sharples et al’s (2012) assessment that in the future it will be 
important for learning to be boundaryless. In the same way, supporting change 
resilience needs to become broader in remit and responsibility – the technicians 
should not consider it an human resources problem, the human resources team should 
not consider it a project management problem – it should be a matter of import and 
concern for everyone at every level within the organisation; a corporate 
responsibility of everyone. 
 
These benefits are all focussed upon one outcome: reducing the collateral 
damage caused by organisational change management, through mapping what 
participants have perceived as helping and hindering their own personal change 
resilience as a possible solution to the problem of change fatigue. 
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5.4   Recommendations from this Research 
The set of practical findings from this research in Section 5.2 has been 
deliberately presented in a ‘shattered’ way, as that is how most people experience 
change – they only know what worked and did not for them from their own 
experiences of change in the workplace. In this section, I amalgamate those findings 
from Section 5.2 into practical recommendations which can be used to address the 
gap in the literature on change management and specifically on change resilience as 
the solution to the problem of change fatigue.  
 
Following Nevile and Lohmann (2011), this integration is done by developing 
one principle recommendation followed by four additional recommendations for 
action, so a total of five recommendations from this research. This section is also 
provided with McCann’s (1999) admonishment in mind, that the best anyone 
managing change can hope for is to learn from the mistakes of the past and try not 
rush into anything. By giving ordinary people the tools they need through well-
planned training, and open and honest communication and consultation, they will be 
better prepared to cope with large-scale organisational changes. 
 
The first recommendation from this research is to begin any change process 
with a map of other changes that are already occurring at the site. This aligns with 
the suggestions of Henry (2007) and Pinto (2002) that change must be considered in 
the wider context of other activities. The Current Change Situation Matrix presented 
in Figure 5.5 below is intended as a simple tool for universities and other 
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organisations to use as a ‘current state’ map of the other changes impacting on staff, 
perhaps in combination with the questions suggested by Sanaghan, Hinton, and 
Riccio (2013). Project managers and other leaders can then see, at a glance, how 
many other work-related things are already affecting staff, and therefore their ability 
to cope with another new change.  
 
 
Section Change Age of 
Change 
Size of 
Change 
Type of 
Change 
People 
Affected 
Contact 
       
Figure 5.5. Current change situation matrix. 
 
The Current Change Situation Matrix is not an end in itself – it still requires 
intelligent use by a manager with an interest in helping their staff to cope with 
change. It is not another process point to be checked off a list and considered done. 
 
Ideally, the Current Change Situation Matrix will be compiled and kept 
updated at an institutional level, resulting in a very small amount of work for any one 
person or area. Since, as Kezar and Lester (2009) note, staff in higher education are 
generally highly capable with technology, the Current Change Situation Matrix could 
easily be developed as an Intranet page, aligned with Kezar and Lester’s (2009) 
advice to have those with experience in managing change provide virtual suggestions 
for others to follow. The Current Change Situation Matrix’s presentation format 
would provide a simple one-screen view of the current organisational changes at the 
institution, and who they affect.  
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An example of the matrix completed for the FINANCE and DATA projects, 
along with two other projects which occurred at Omega University in the past, and 
which were selected only to provide examples of a completed Current Change 
Situation Matrix, is shown in Figure 5.6. 
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Section Change Age of Change Size of 
Change 
Type of Change People Affected Contact 
DIM FINANCE project – change to accrual 
accounting and implement other 
financial improvements 
New Institution-
wide 
Administrative Finance Officers; School Managers; DIM 
finance staff 
Project Manager: Leo Lane 
llane@omega.edu.au   
DIM DATA project – improve government 
reporting and build data warehouse 
Government reporting is 
established; data 
warehouse is new 
Institution-
wide 
IT and Administrative School Managers; Finance Officers; 
Staff involved in Government reporting 
Project Manager: Trina Thomas 
tthomas@omega.edu.au  
IT Upgrade to Windows 8 New Institution-
wide 
IT Everyone Project Manager: Zachary Zed 
zzed@omega.edu.au  
School of 
Engineering; 
School of IT; 
School of Science; 
and School of  
Maths 
Create School of STEM New All staff in 
both 
Schools, 
plus 
support 
staff across 
OU 
Restructure All staff in Schools of Engineering, IT, 
Science and Maths; Administrative and 
support staff in Teaching Support 
 
Dean of STEM: TBA 
Change Manager: Helen Horton 
helen.horton@omega.edu.au  
Figure 5.6. Example of a completed current change situation matrix for Omega University. 
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The Current Change Situation Matrix can then be filtered to highlight only the 
group of people to be affected by the new or planned project, so that there is a 
snapshot of existing organisational changes affecting them. It can then be modified 
for the staff affected, to add any other personal changes they may be handling. For 
example, staff affected by the restructure listed in the example above may be dealing 
with increased workloads due to staff resignations in addition to the actual structural 
change itself. The matrix has been deliberately designed to be very flexible in order 
that staff can add to it themselves, highlighting areas where support for their change 
resilience is needed. 
 
Complementary to the Current Change Situation Matrix, the second 
recommendation from this research is that it is important to share information 
amongst the institution. As shown in the story in Chapter Four, one way to make it 
easier for people to do the right things is to make it easy to collect and disseminate 
the lessons of the past. I have recommended here that it be done through an Intranet 
site which gathers the findings, recommendations and lessons from projects that have 
been conducted and collates them in one place which is accessible to the entire 
University community.  Such an Intranet site could be set up cheaply and easily by 
any organisation. Population of the site may take a little more work, depending upon 
the rigour of the project management process there.  
 
At Omega University, for instance, the project management process is quite 
mature and well established. Projects undertake Post-Implementation Reviews at 
their conclusion, including documentation of recommendations and lessons learned, 
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so there is already a wealth of knowledge available that could be shared, at the cost 
of only a little staff time. However, Omega University needs to invest some time and 
resources into rhizomatic learning opportunities, as described in Section 2.3.1 Adult 
Education, whereby some staff members are the holders of specific knowledge that 
can be accessed and used by anyone. Having a project management office is a good 
step in the direction of sharing knowledge across the organisation, but it requires an 
active commitment to sharing the knowledge held by those who have interacted with 
that office, in addition to ensuring that there is contextualised support available for 
anyone leading or involved in a large-scale organisational change or other projects at 
the institution. For example, Omega University could embrace rhizomatic learning 
opportunities by expanding its current community of practice for project managers to 
include explicit ‘Mastermind sessions’ (Rolfe, 2011, p. 12) with experienced 
managers from across the institution, not only those involved in project management. 
 
The process could even be made a part of the learning activities for new project 
managers, perhaps as part of their certification as project managers at Omega 
University, where they could be given the project documentation of a previous 
project and be asked to produce a summary of the lessons learned. That summary 
could then be loaded onto the Intranet site to be shared with everyone. As Goffee and 
Jones (2006) lament, even the best knowledge management systems fail to capture 
all that could usefully be collected from those with the knowledge, so a human-level 
intervention is still the best and only way to learn from the past. 
 
For organisations where the project management methodology is less mature 
than at Omega University, the Current Change Situation Matrix could even be 
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modified to include an additional column at the far right, to be completed during and 
after the project, detailing lessons learned, as shown in the Current Change Situation 
Matrix with Lessons in Figure 5.7 below. 
 
Section Change Age of 
Change 
Size of 
Change 
Type of 
Change 
People 
Affected 
Contact Lessons 
Learned 
        
Figure 5.7. Current change situation matrix with lessons learned option. 
 
An example of the completed Current Change Situation Matrix with Lessons 
Learned option is shown in Appendix G. 
 
The third recommendation from this research, which follows logically from 
the second recommendation, is that mentoring schemes, either formal or informal, 
should be set up to enable the sharing of corporate knowledge about helping people 
cope with large-scale organisational change, particularly from internal projects. 
Omega University already has several formal mentoring schemes in place, including 
for research academic staff members and student-to-student peer mentoring programs 
across the institution, so the interest and ability to deliver high-quality mentoring 
programs there already exists. All that would need to occur is an expansion of the 
current programs to accommodate the needs of project managers, ensuring that what 
is developed follows already documented principles of good mentoring practice, both 
in setting it up (Rolfe, 2008; Zachary, 2011) and in ensuring its continuance (Rolfe, 
2011). This would include explicitly linking the mentoring to the institution’s 
strategic plan and other critical documents, and ensuring that there is strategic 
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support from across all areas of the institution – academic and administrative support 
in both departments and schools – as well as vertically through the University’s 
hierarchy of staff supervision. While not new knowledge, this is a practical 
recommendation to help further the answer to research question 3. 
 
The fourth recommendation is to ensure that all members of a change project 
have the opportunity to have input to the project completion documents, not only the 
project manager. As Morawski (2010) notes, people have selective memories about 
events, depending upon their current situation. This links to the second 
recommendation, as an incoming project manager will be focussed in the current 
situation on any lessons they can learn to improve their practice and make their 
project run more smoothly.  
 
There is a link between knowing the theory and saying the right words, and 
actually following that through to doing the right things. Day and Schmidt (2007) 
argue that resilient people will accept changes rather than fighting them, but that this 
acceptance may involve absorbing, mediating, adapting and otherwise modifying the 
changes in order to make them work within their organisational culture. This 
research has shown that to absorb you need to have capacity – be emotionally, 
psychologically or other-stress-wise empty enough to take this change in. To mediate 
you need to have power and agency in order to join the conversation. And not 
everyone can, or should, adapt – some people will break rather than bend, some will 
walk away (physically, mentally or emotionally) rather than adapt to the new 
situation. So, building resilience has to be about emptying people of enough fear so 
that they have room for something new, about empowering them to join the 
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conversations and engage with the decisions that affect them, and about helping them 
to become flexible enough to adapt to what is happening now as well as what is 
coming next. 
 
The fifth recommendation from this research is to create a corporate 
dictionary, accessible by all staff, which lists the meanings of jargon and acronyms 
used in the organisation. Depending upon the size of the organisation, this may be a 
simple Microsoft Word document, or it may be a corporate wiki or intranet site 
hosted by the Human Resources department or another central area, and referred to 
in staff orientations. Of course, in an ideal world, acronyms and jargon wouldn’t be 
needed to make people feel part of a local culture, but that’s not likely to happen 
anytime soon given the organisational culture of Omega University or any other 
institution of higher education in Australia. 
 
 
 
5.5   The Contribution of this Research to New Knowledge 
As discussed above in Section 5.4 Outcomes of this Research, the thesis 
consolidates contributions to theory, methodology, and practice. These contributions 
are across the fields of change management, higher education, and qualitative 
research. 
 
5.5.1   Contribution to Theory 
As discussed above in Section 5.3 Recommendations from this Research, this 
research is contributing to new knowledge in the fields of change management, 
training, and higher education by providing people-based recommendations on how 
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to help people cope with organisational change in the workplace, in order to reduce 
the human cost of change. As identified in the literature review, the concept of 
change fatigue has existed since 1970, but the concept of change resilience as a 
solution to change fatigue has only been written about in the last two decades, and 
then only occasionally and with no useful guidelines on how to build resilience. Until 
this research, resilience has been the end-point of conversations, as the solution to an 
organisational or managerial problem. Only now can change resilience be practically 
applied at the level of the individuals who are impacted and affected by large-scale 
organisational changes, with actual structure around how to achieve it, in order to 
ascertain what those individuals need. As far as I know, my unique contribution is to 
assemble the existing literature into a theoretical framework around the personal 
factors that influence change resilience, which was tested in the field, confirmed by 
my findings and modified accordingly. 
 
The models developed in this thesis, both those in Chapter Two and those in 
this Chapter, advance the theoretical field of organisational change management by 
providing new theoretical models that can be tested and further developed by other 
researchers. These include: 
 Figure 2.1, and the conceptualisation of change as either a stepped ziggurat 
or a steep-sloped pyramid; 
 Figure 2.3, and the theoretical model of resilience as a force for change, 
while resistance and fatigue are forces against change; 
 Figure 2.4, and the conceptualisation of the links between change, training, 
evaluation and collateral damage; 
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 Figure 2.5, and the conceptualisation of the links between capital, agency, 
and self-efficacy in supporting successful action; 
 Figure 2.6, and the model of trust during organisational change; 
 Figure 2.7, and the theoretical model of change failure; and 
 Figure 5.4, the theoretical model of considerate management to support 
personal change resilience. 
A final theoretical contribution is in the definitions of terminology shown in 
the Glossary at the beginning of this thesis, and their development throughout the 
research. 
 
 
5.5.2   Contribution to Methodology 
This research has also contributed to the literature in the field of qualitative 
research, and to narrative methods of writing up case studies in particular, by 
experimenting with ethnographic fiction to see whether it is possible to present a 
believable but constructed reality, built from the stories of multiple participants, that 
still rings true for the reader as well as the researcher. It has shown a different way to 
present research data, through the combination of personae and autoethnography.  
This thesis has shown that by bringing an autoethnographic lens to the perspectives 
collected, the stories of multiple participants can be woven into one cohesive 
narrative, providing an experience for the reader (Downey & Clandinin, 2010). This 
thesis has developed a methodology for giving a voice to those to whom large-scale 
organisational change is done. 
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5.5.3   Contribution to Practice 
This research has contributed two new practical tools for change managers to 
use: 
 Figure 5.1, the change impact matrix, which can be used to determine the 
scale of a change, and can be used in conjunction with Figure 5.2 to 
visualise the indicators of an increasing level of change; and 
 Figures 5.5 and 5.7, the current change situation matrices, which can be 
used to map the current changes impacting on staff members across an 
organisation, in order to determine their likely readiness to accept another 
change. 
 
This research has developed a method that makes managers focus on the 
people not the organisation, since without the people change cannot happen. In 
addition to the practical models presented in this chapter, the research has also 
contributed to my own practice as a communicator, trainer and change manager. As 
Gerard (2004) notes, it is necessary to leave a place either spatially or temporally in 
order to gain a better sense of what is really going on. Distance is a necessary thing 
to be able to write about experience, whether that distance is gained through a 
physical move, such as changing job or employer, or a temporal one, as I have done 
in this research, allowing time to pass before discussing the cases with participants to 
gain their stories. By gathering, telling and retelling the stories of participants in the 
DATA and FINANCE projects, I am learning from the lessons of the past, capturing 
them, and sharing them with others through many communication paths, from this 
thesis and other publications to the simplest of informal conversations with 
colleagues.  
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However, I am careful not to be adamant in the findings of this research. I 
follow Flyvbjerg (2006) in not assigning a purpose or fixed end-point for this 
research, but instead in leaving it deliberately open for others to find their own truth 
within. In Eisner’s (1991) words, I am using this research to start some better 
conversations, some of which have already occurred. 
 
During the course of writing this thesis, I have gone through half a dozen 
personal changes of employment. Two of those were changes of School, and one was 
a move from a teaching School to an administrative Department. Within those, I 
experienced two restructures – one a change of direct supervisor and the other a full 
restructure of three Schools, including the one where I was employed. There were 
also short-term secondments into different positions, and the associated learning of 
new systems, policies and processes required by each change. I was able to draw 
upon the progressive findings of this research to help myself and others cope with 
these various changes, by instituting some simple actions from organising mentoring 
for staff around me to simply engaging in conversations about how people were 
coping with the changes. 
 
5.6   Recommendations for Future Research 
Several areas of logical future research arise from this research.  
First, research is needed to investigate what people think help and hinder their 
own change resilience with a group of participants who are more predominantly 
 280 Chapter 5: Discussion and Conclusions 
female than male, to determine whether gender is a significant factor in coping and 
the support mechanisms needed.  
 
Second, some additional research needs to occur, either at Omega University or 
another site, to actually implement the recommendations of this research. This 
research should determine whether the mapping of change activities, increasing 
efficacy, cultural capital and agency, deliberate building of trust, regular 
communication and combined approach to training actually do help people to feel 
better able to cope with the change presented. As suggested in Section 3.1.1. Case 
Study, this work would enable the development of research strategies around the 
development of change resilience. 
 
Third, the Current Change Situation Matrix itself needs to be used to determine 
whether its current structure and format are the most useful and practical way to 
capture and share corporate knowledge.  
 
Fourth, Cicmil’s (1999) phrase fast forgetting has stayed with me throughout 
this research, and I see value in an investigation of whether it is one of the reasons 
that we do not learn from the lessons of the past, in an organisational sense. In 
particular, given participants’ comments about some staff learning how to help others 
cope with organisational change better because they have had to handle 
organisational change several times themselves, I now suggest that staff turnover 
may have an impact on the speed of organisational forgetting, and recommend future 
research into whether organisations that make an effort to learn from the past have 
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the same sorts of issues with change resistance and lack of change resilience that 
organisations which are subject to fast forgetting seem to have. Again, this research 
could occur using Omega University as an example of an organisation where 
knowledge about good change management practices are seen as the responsibility of 
individuals rather than of the organisation as a whole.  
 
Fifth, as described at the end of Section 3.3.3 Retrospective Recall, this 
research did not have the opportunity to compare training during and after a large-
scale organisational change. There would be value in future research comparing 
training conducted as part of a project implementation with that which is offered 
once the projects’ outcomes are embedded as normalised business. 
 
Sixth, some of the research participants commented that individuals have 
learned from the lessons of past projects at Omega University. This introduces the 
ability to learn from past projects as an area for future research, both in institutions of 
higher education and in other organisations. In complementary additional research, 
investigators could examine whether other organisations look at the people side of 
change, or are only interested in the processes of project and change management. 
 
Seventh, there is scope for more work to be done on the impact of trust in 
large-scale organisational change. Action research could be conducted on whether a 
prior trusting relationship has the same impact and influence as one which is built 
during the change process. Research could also be conducted into whether a 
positively or negatively perceived change has an influence on the perception of trust. 
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Finally, a question remains as to the relationship between trust and leadership, and 
whether one engenders the other. 
 
Eighth, work needs to be conducted in the area of agency and self-efficacy. In 
particular, the question that needs to be investigated is: Is agency reached through 
persuasion or coercion less valid than if it is reached voluntarily? 
 
 
5.7   Conclusion  
 
This research illustrates that it is possible to undertake large-scale 
organisational change without damaging the workers involved. The first research 
question has been answered through the narrative presented in Chapter Four – that 
the human cost of large-scale organisational change can be anything from no impact 
through to health and mental issues and even the resignation of competent staff.  
 
The thesis answers the second research question – what helps and hinders 
peoples’ perceptions of their own personal change resilience when they have to cope 
with change at work? – by describing one possible path through the difficult change 
management journey of helping people to cope with large-scale change in the 
workplace, and by presenting the model of considerate management to increase 
personal change resilience in Figure 5.4, the model of actions that will increase 
personal change resilience. By building a well-functioning team with a considerate 
leader who has recent experience in being on the receiving end of change, and who 
takes the time to build trust, consult genuinely, and communicate effectively, it is 
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possible to deliver a cultural or organisational change without damaging the people 
involved. While this is only one of many ways to handle such a change, it is an 
approach that is supported by both the literature and by the participants in this 
research. 
 
The thesis answers the third research question – is there observable positive 
change over the last decade in the way that Omega University conducts large-scale 
change? – in a balanced way, as viewed by the research participants, with agreement 
that the processes of change have improved, but acknowledgement that there are still 
opportunities to improve practice in terms of both organisational learning 
opportunities and helping individuals with the changes. As this research concludes, 
the institution of Omega University is learning from some of the lessons of the past, 
particularly in the process side of project management. Participants agreed that 
Omega University now does the process of project management much more 
effectively than it did at the turn of the millennium.  
 
But there is still a way to go before Omega University fully embraces Bridges’ 
concern with the wellbeing of all of its workers in large-scale organisational change. 
Programs such as more explicit recording and sharing of lessons learned, particularly 
the soft, people-oriented lessons, and formalised mentoring for project managers in 
those same people-focussed skills, will assist future projects to better empower 
participants to come through the changes undamaged and ready to continue as 
productive members of the workforce.  
 
 284 Chapter 5: Discussion and Conclusions 
On a positive note, there are definitely signs that Omega University is moving 
in this direction, with one large-scale evaluation project thoroughly documenting all 
of its interactions with staff across the institution, and reporting on its changes 
through various forums from meetings to the publication of journal articles. Recently 
there have been significant improvements to the formal change management 
documentation required of centrally-funded projects, reducing duplication of effort 
that had previously been required to complete the necessary project documentation. 
This frees project managers for more careful consideration of the issues and impacts 
that really matter, instead of tying them to proposals and plans. There have also been 
workshops offered by the Human Resources department on how to cope with 
structural changes in the University. All of these are positive steps and show a 
maturing understanding of the importance of considering the people side of change 
management by Omega University. 
 
Finally, the research has answered its methodological question in the positive 
as well – it is definitely possible to present the experiences of multiple research 
participants in one coherent narrative, based on the words of many. In this instance, 
that was done by using an autoethnographic lens to bring the stories into focus, but 
that is certainly not the only way to present multiple voices in one coherent story. 
 
On a concluding, personal note, I hope that the narrative that I have presented 
here is one which rings true with you as a reader and as a participant in change, 
either large or small. If you have gained anything that helps you cope with large-
scale organisational change in your own life, or if you take from this thesis any ideas 
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that will assist you to help others coping with issues of personal change resilience, 
then the research achieves its purpose. 
 
The effects of badly-managed organisational change can be devastating for 
people, who find their self-efficacy, cultural capital, agency and even employment 
taken away. But it doesn’t have to be that way. It is possible for a considerately-
managed change to empower and enable every worker, and to help them achieve 
great things for their organisation. By following the models in this thesis, the human 
cost of change can be a positive outcome for the whole organisation, and all of the 
people in it. 
 
5.8   Epilogue 
As I have said throughout this thesis, this research has been the work of a 
decade since the original question about change fatigue was asked. During that time, 
I have change-managed many projects and been change-managed myself. I would 
consider myself a change survivor, often despite what seemed to be the best efforts 
of some colleagues and managers. I’ve been through the stress, the migraines, the 
absolute paralysing inability to see a way through what was being imposed on me, 
but I’ve managed to come through to the far side of change, where the pastures are 
new and the grass is greener.  
 
Thanks to my own journey through changes that were managed well and 
managed badly, and the perspectives of time and the stories of the research 
participants, I have learned many lessons and retrospectively reflected on many 
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changes from the position of one becoming a learned expert. This puts me in the 
position of Eisner’s (1976, 1977) connoisseur of large-scale organisational change – 
my critic’s voice has been activated and I feel an obligation to share what I have 
learned with others. 
 
At the institution where I am currently employed, the evaluations team are 
going to implement my research as the basis for a large-scale organisational change 
that they are enacting around student feedback on teaching and curriculum. They 
intend to use my model in two ways. First, as a checklist for their change, to ensure 
that their engagement with staff across the institution will result in a positive change 
for all. Second, as the theoretical framework they use to describe the change in any 
articles that they write about the process. If nothing else comes of this thesis, I will 
judge it a success on that basis alone – it will have made a positive impact on a large-
scale organisational change in the higher education sector in Australia. But my 
ambitions are broader, and I would love to correspond with you if you have read this 
thesis and recognised anything that you would like to use in your own practice, 
whether that is as a change manager, as a trainer, as the manager of staff, or as one of 
the many who have change imposed upon them. Let’s start talking about this, and 
make large-scale organisational change better for everyone. 
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Appendices 
Appendix A 
Operational Paper for the Head of DIM on Mid-Term (2002) Lessons from the 
Projects DATA and FINANCE 
 
The aim of the FINANCE project was to change the way the University 
undertook its annual budgeting process, along with related reporting both internally 
and to external agencies such as the State and Federal Government. The University 
was moving from a delayed-basis budgeting process to a budgeting process that used 
current data (known as Accrual Accounting). 
 
The DATA project, which overlapped the FINANCE project (although starting 
and finishing earlier), was changing the way the University’s statutory reporting 
(particularly student data) was recorded and presented, again both internally and to 
external agencies. The DATA project involved moving from a labour-intensive, 
programming-dependant data process to a more automated process utilising a data 
warehouse and related reporting. 
 
The mid-term review was initiated by an incoming sponsor of the two projects, 
and occurred while both projects were active. The lessons were based on interviews 
with current staff in the project teams and in the wider University, a review of 
current literature, and my own observations as the change manager for both projects.  
 
The lessons were identified as the result of an evaluation of the two projects, 
but the evaluation did not focus on the collateral damage or even the question of 
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change resilience. Instead, the lessons were practical in nature and focussed on the 
enactment and management of the projects themselves. 
 
The first lesson learned from the DATA project was that Lewin’s three-step 
change model, as used by one project, is outdated. There is simply not the time to 
implement each step. Most importantly, there is no time to finalise one change in the 
organisation before the next change comes. This is reflected in change management 
literature (Griffith, 2002). 
 
The second lesson learned was the importance of employing technical staff 
with relevant areas of specialisation. The initial Data Warehouse model was 
insufficient for the University’s needs because programmers with general experience 
developed it. Before it could be rolled out, a technical manager with experience 
building Data Warehouses was employed. His expertise halted the warehouse in its 
initial form, and led to the development of its replacement, a business intelligence 
infrastructure. This delay pushed back the deployment and release of promised 
reporting for almost a full year. 
 
The third lesson learned was the importance of cross-functional cooperation. 
Due to various issues within the department where the project originated, the 
deployment of planned data based on multiple corporate systems was delayed. 
Specific issues included access to data, and perceived ownership of corporate 
systems. This may have appeared more challenging than it actually should have, as 
the access to data was being negotiated at the same time as an internal restructure of 
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the department. As a result, this aspect of the project was sidelined as being ‘too 
hard’ until a decision could be made on sources and clear purposes of all corporate 
reporting, despite it being a major requirement from all stakeholders consulted. 
 
The final lesson learned from the DATA project was the importance of 
claiming responsibility for only the genuine outputs of a project. Although the 
project team was involved in several improvement processes across the department, 
their main public outputs were planned to be the Data Warehouse and subsequent 
reporting. In order to justify continued funding to complete the project, a decision 
was made to brand several non-core outputs as results of the project in order to have 
‘runs on the board’. While this strategy worked to obtain additional funding, it 
damaged the overall perception of the project, since it was no longer clear to 
stakeholders and clients exactly what the purpose of the project is. In addition, senior 
management both within and external to the owning department were unclear about 
what the project was, and what benefits had and would come from it. 
 
The major lesson learned from the FINANCE project was the need for a strong 
leader, who had both a vision of what the project’s purpose was, and the ability to 
communicate that vision clearly to all stakeholders. This is reflected in the literature 
on communication within organisational change, where a study at Canada’s Queens 
University identified a successful change correlation of 0.72 for communication 
throughout the change initiative (Beatty, 2001). 
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A second lesson learned from the money project mirrors that from the data 
project – it is important to employ project staff with appropriate skills. In the case of 
the money project, this lesson was learned from both technical and business support 
staff, with approximately two years of funding used before a fully functional team 
was formed. 
 
Complementary to those lessons was the necessity of having clear 
communication, both within the team and in the wider community. Adequate 
communication from the start of the project would have resulted in a clear picture of 
the intended scope of the project, resulting in more realistic expectations from 
stakeholders and clients. 
 
Expectation management should also have come from a strong supporter 
outside the project, with high status in the University’s hierarchy (either formal or 
informal). Late in 2002, two ‘champions’ were approached and engaged for 
FINANCE. These supporters were selected from within the department sponsoring 
the project, as the most appropriate champions and drivers of the planned outcomes. 
Their engagement resulted in an almost immediate prioritisation of the project’s 
planned outcomes, and a stronger focus on the most important outputs. 
 
Related to expectation management was the necessity to limit the scope of the 
project. The initial lack of clarity led to the project team’s investigation of any 
problems that came to their attention, rather than a focussed approach to do one or 
two things well. This extreme flexibility of purpose meant that prioritisation of tasks 
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was difficult, which in turn led to a feeling that there was no urgency to complete any 
sub-projects. 
 
This lack of urgency highlighted the final lesson learned in 2002 from the 
FINANCE project: project staff members need a clear purpose and goal, or they can 
become cynical and unmotivated as deadlines are pushed back and timelines are 
extended. 
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Appendix B 
Pseudonyms 
 
PSEUDONYM INITIALS GENDER 
Alfred Amis AA Male 
Bernice Byrnes BB Female 
Courtney Cho CC Female 
Daphne Downe DD Female 
Edgar Evans EE Male 
Frank Foster FF Male 
Gregory Grey GG Male 
Hua Hong HH Male 
Ingar Ivaarson II Male 
John Jackson JJ Male 
Kyran Kerr KK Male 
Lawrence Ling LL Male 
Michelle Mason MM Female 
Neville Norton NN Male 
Olive O’Brien OO Female 
Penelope Porter PP Female 
Quentin Quinn QQ Male 
Richard Robbins RR Male 
Simon Smith SS Male 
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Appendix C 
Invitation to Participate 
 
Dear <invitee>, 
 
As you know, I am currently enrolled in a research degree within the Faculty of 
Education at QUT. My research is looking at the ways in which training can help 
people cope with significant workplace changes. Specifically, I am conducting a case 
study of the FINANCE and DATA projects that came out of DIM over the last few 
years. 
 
As a recipient of the training offered by both projects / team member or 
sponsor of the project(s), I would like to interview you about your perception of 
whether the training offered by these projects contributed to your ability to cope with 
the changes they were enacting for the University. I anticipate that the interview will 
take approximately one hour. 
 
I would like to assure you that everything you say will remain completely 
confidential – I will do my utmost to ensure that you cannot be identified in any way 
from the outcomes of this research. In addition, if you choose not to participate, or to 
drop out at any point during the research, I will completely understand and support 
your decision to do so. All of my research will be conducted to comply with the 
National Statement of Ethical Conduct in Research Involving Humans (1999), which 
is available via QUT’s Office of Research Web site 
<http://www.research.qut.edu.au/oresearch/ethics/>.   
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As you know, I have been on the journey to this research for several years – 
original permission to investigate the change management side of these projects was 
given by the head of DIM back in 2002, so I am very excited to have finally 
progressed to this stage. If you would be willing to participate, I would be most 
grateful. Please let me know, and I will schedule a convenient time in our Diaries for 
me to interview you. 
 
If you have any questions, please do not hesitate to contact me. 
 
Abbe Winter 
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Appendix D 
Interview Guide 
 
QUESTIONS FOR THOSE AFFECTED BY THE PROJECTS: 
 
Thinking back to around 1999/2000, can you remember any particular feelings 
you or others may have had about the major change projects FINANCE and DATA 
that were coming out of DIM? 
  
What helps you cope with change at work? 
 
PROMPTS FOR DEEPER EXPLANATION (IF NECESSARY): 
 
What sorts or styles or methods of learning do you find most enjoyable or 
effective for you?  
 
PROMPT: Auditory / Visual / Kinesthetic / Combination 
PROMPT: Myers-Briggs Type Indicator (MBTI) 
PROMPT: Gardiner’s Multiple Intelligences 
 
In terms of your ability to handle the financial changes, how useful was the 
FINANCE training? 
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PROMPT: Finance Tool training sessions 
PROMPT: Accrual Accounting workshops 
  
In terms of your ability to handle the data reporting changes, how useful was 
the DATA training? 
 
PROMPT: Diffusion of innovation 
PROMPT: Just in time learning 
 
After you received the training, what were your feelings about the major 
change projects FINANCE and DATA? 
  
Now that the projects are finished, do you think the training styles of 
FINANCE and/or DATA helped you cope with the changes that the projects were 
creating across the University? 
 
PROMPT: Were your needs considered? 
PROMPT: Change fatigue / change resilience 
 
Do you have anything else you would like to share about the effect that these 
projects had on you or other people you know, and particularly their ability to cope 
with those changes or subsequent ones? 
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QUESTIONS FOR PROJECT STAFF/MANAGEMENT:  
 
Thinking back to around 2000/2001, can you remember any particular feelings 
about the major change projects FINANCE and DATA that were coming out of 
DIM? 
  
How much consideration do you think went into handling the people that were 
involved in the changes initiated by these projects? 
 
PROMPT: Planning for people’s needs 
PROMPT: Project team members / clients 
 
What helps you cope with change at work? 
 
PROMPTS FOR DEEPER EXPLANATION (IF NECESSARY):  
 
How do you think you learn best?  
 
PROMPT: reading / doing / hearing 
PROMPT: Myers-Briggs Type Indicator (MBTI) 
PROMPT: Gardiner’s Multiple Intelligences 
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What was/were the reason(s) for running the training? 
 
PROMPT: In that style/format?  
PROMPT: With those participants?  
PROMPT: Who decided it should happen? 
  
What outcome(s) did you expect? 
 
PROMPT: For the participants? 
PROMPT: For the project? 
  
How much consideration was there of linking this training to the overall 
project’s Change Management strategy? Who do you think considered this? 
  
How useful do you think FINANCE and/or DATA’s training method was in 
helping people across the University cope with change? 
 
Do you have anything else you would like to say about the changes that the 
project(s) had on people? 
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ADDITIONAL QUESTION FOR LATER INTERVIEWS:  
 
Do you think the university has learned anything about managing change in the 
last decade? 
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Appendix E 
Analysis Protocols 
 
1. File Naming Convention 
 
WhoWhatWhenTypeVersion 
 
Who  The initials of the participant’s pseudonym, or the researcher (AJW) 
 
What  Source of data 
   int = interview 
   mc = member check 
 
When  Date, in format DDMonYYYY (eg 01Sep2006 = 1
st
 September 2006) 
 
Type  Type of data 
   trs = transcript 
   nte = researcher’s note 
   mem = memorandum 
   lst = list 
   inv = invitation 
 
Version Version control for each document 
   001 = first 
   002 = second  
   etc 
   FIN = final 
   FINv1 = final version with subsequent revisions 
 
All secondary sources of data will be saved with their original filename.  
 
 
2. Analysis Coding 
 
TRUST = pink highlight 
 
CHANGE = green highlight 
 
COMMUNICATION = yellow highlight 
 
LEADERSHIP = turquoise highlight 
 
MANAGEMENT = blue highlight 
 
MANAGE / COPE = orange highlight 
 
TRAINING = purple highlight 
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Appendix F 
Leximancer (2012) Analysis of Data Sources 
Presented below are several concept maps analysing the data sourced from 
participants during this research. They were constructed using the software called 
Leximancer (2012), and were used as described in Chapter Three to ensure 
comprehensive coverage of key concepts arising from the research. 
 
First Thematic Summary (Auto-generated): 
 
 
First Concept Map (Auto-generated, Theme Size~33%): 
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SECOND (Theme size 40%) 
 
 
 
THIRD (Theme size 100%): 
 
 
 
FOURTH (Theme Size 75%): 
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FIFTH (Theme Size 50%) 
 
 
SIXTH (Theme Size 25%) 
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CONCEPT MAPS WITH THEME SIZE 0% AND CHANGING % VISIBLE 
CONCEPTS 
 
FIRST (Visible Concepts 100%): 
 
 
SECOND (Visible Concepts 75%): 
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THIRD (Visible Concepts 50%): 
 
 
 
FOURTH (Visible Concepts 25%): 
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VISIBLE CONCEPTS 100% THEME SIZE 75%: 
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Visible Concepts 100%, Theme Size 50%: 
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Visible Concepts 100%, Theme Size 33%: 
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Appendix G 
Completed Current Change Situation Matrix with Lessons Learned option 
Section Change Age of Change Size of Change Type of 
Change 
People 
Affected 
Contact Lessons 
Learned 
IT Upgrade to 
Windows 8 
New Institution-wide IT Everyone Project Manager: 
Zachary Zed 
zzed@omega.edu.au  
Almost a third 
of OU’s 
academic staff 
use Apple 
computers. 
Current list is in 
project 
documentation, 
but will need to 
be maintained. 
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McAuliffe, M. B., Hargreaves, D., Winter, A. J., & Chadwick, G. (2009). Does 
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13-18. 
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